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Abstract 
Creating and sustaining a competitive advantage nowadays can prove to be a 
difficult task for an enterprise. This calls for effective business management that will 
help the enterprises take advantage of every useful management tool at their 
disposal. The present thesis aims to aid businesses in this effort, by mapping the 
business processes existing in the each process area and showing how business 
process frameworks can be used as a reference for this purpose. This study begins by 
presenting, studying and analysing the business process frameworks found in 
literature, giving the reader the ability to gain an understanding of the overall 
structure of an enterprise and its’ operations. The comparison that takes place after 
that, gives the reader the opportunity to see the different ways the frameworks are 
organized, and the value each one of them adds. Gathering each framework’s 
knowledge and seeing how different business sectors are organized, a business 
process framework proposal is developed that gives the reader the ability to study a 
non sector-specific business process map, useful for every enterprise. The final part 
of this thesis is a case study of a consulting company named consolut that seeks to 
examine the functionality of some of their existing processes using the SAP model as 
a reference. 
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1. Introduction 
1.1. Problem statement 
In a world that is constantly changing, enterprises face the difficult and tricky task of 
trying to remain competitive and keep a sustainable competitive advantage with the 
limited resources they have. For this reason many business management tools have 
been developed, in order to aid and support an enterprise’s journey to success.  
One of these powerful tools is the management of the business processes of an 
enterprise. This “can determine the financial profile of the organizations and their 
potentiality to achieve their objective goals in an economic context” (Lohrmann and 
Reichert, 2013; Dumas et al., 2013; Wibig, 2013 as cited in Dragoslis, 2019). Business 
process mapping is one of the techniques used to achieve this, by allowing the 
manager to have a visual representation of the process. 
Other useful tools are the business process frameworks. These can be used to 
organize the business processes, by defining their hierarchical relationships and 
proposing a process taxonomy. These frameworks can be used by enterprises as 
reference models in order to classify and improve their own processes. 
Many business process frameworks have been developed for this purpose, some of 
them being a sector-specific and others having a more general perspective. Their 
differences are so many that trying to use and consult more than one of them for the 
same project can prove to be a difficult task.  
A considerable amount of literature has been published on business process 
frameworks. However, there have been no studies that attempt to map the business 
process landscape of an enterprise by using them as a reference and this is the gap 
the present study aims to cover. 
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1.2. Aim and objectives 
The aim of this thesis is to understand the business processes of an enterprise, the 
way these are organized and the reason for their existence, and develop an 
enterprise’s business process map.  
The analysis and study of the existing business process frameworks is the heart of 
our understanding of the way an enterprise is structured. A presentation and 
analysis of the business processes included in each framework will help us 
understand each area’s object of interest as well as the relationships between these 
areas. The next step is to compare the frameworks for each process area, in order to 
better understand them and identify the similarities and differences between the 
frameworks.  
This study leads to the development of a business process framework that is non 
sector-specific, which can be used by any enterprise for their business process 
management. 
The last step in this thesis is a study of two processes own by consolut, a consulting 
company, in order to see how a business process framework can be used to improve 
the existing business processes of an enterprise. 
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1.3. Structure of the thesis 
This thesis’ first chapter is an introduction to the object of study. The second chapter 
gives a brief view of the concepts of business process management.  
The third chapter is a presentation of the business process frameworks that will be 
used as a reference for our study. These frameworks are being compared in order to 
help us define the process areas of an enterprise.  
The next part of the thesis, which is composed by chapters four and five, examines 
each of these process areas, by presenting, studying and analyzing the reference 
frameworks separately.  
The sixth chapter is a business process framework proposal for multiple process 
areas, based on the findings of the previous chapters. 
The seventh chapter is a case study research, aiming to compare two business 
processes of a consulting company named consolut and the respective proposed 
processes by SAP.  
The final part of the thesis, chapter 8, is composed by conclusions and areas for 
further research are identified. 
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2. Literature review 
This chapter aims to introduce the basic business process management concepts to 
the reader and help them understand the terminology used throughout the thesis.  
2.1. Business Process 
According to Dumas et al. (2013, p.2 , “business processes are what companies do 
whenever they deliver a service or a product to customers”. Business processes are a 
group of activities, connected to each other, that create a result. This result could be 
customer-related, for instance the creation of a product, or a solution to an internal 
need, for example a vendor payment. 
There are many definitions in literature regarding the business processes, the first of 
which appeared in 1990’s, however there isn’t one globally accepted. Each of these 
definitions highlights specific aspects of the process, depending on what field the 
author comes from. For example according to  gerfalk  1999  “  business process 
consists of activities ordered in a structured way with the purpose of providing 
valuable results to the customer” and according to  avenport and  hort (1990) 
“ usiness process is a set of logically related tasks performed to achieve a defined 
business outcome”  Georgoulakos, 2019 . In 2003 Lindsay, Downs and Lunn 
attempted to find a general definition for business processes. According to their 
study “A process is thus a specific ordering of work activities across time and place 
with a beginning, an end and clearly identified inputs and outputs: a structure for 
action”. Doomun and Jungum (2008) state that a business process consists of a 
series of entities within the enterprise, linked one after another, that use 
enterprise’s resources. In general, business processes determine the optimum use of 
the resources, which is what makes them essential for the lifeline and the 
competitive advantage of any enterprise.  
Every business process is defined by the steps that are being followed, the parties 
that are being affected and the enterprise’s goals, as Figure 1 indicates. Processes 
are susceptible to change, thus if any of the above parameters is modified, the 
process itself is modified too (Smith and Fingar, 2003). 
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Figure 1: Business process overview (Kissflow, 2019) 
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2.2. Business Process Management 
Business processes are highly subject to management methods, for instance 
planning, monitoring and controlling (Koontz et al., 1982 as cited in Lohrmann and 
Reichert, 2013). 
“ usiness  rocess Management is defined as an administrative strategy that is 
consisted of a variety of concepts, methods, and techniques to support the 
identification, design, analysis, monitoring, reengineering and enactment of business 
processes”  Weske, 2012; umas et al., 201 ; Van der  alst, ter  ofstede and Weske, 
2003 as cited in Dragoslis, 2019, p.6). 
Many enterprises face difficulties trying to cope with the limited resources at their 
disposal. By focusing on the business processes, the enterprises can be more 
efficient and, more importantly, innovative and in alignment to today’s markets 
demand. Business process management (BPM) can be a powerful tool at their 
disposal, as   M “discovers what you do, and then manages the lifecycle of 
improvement and optimization, in a way that translates directly to operation”   mith 
and Fingar, 2003). Process management is necessary either for adopting new 
practices, or optimizing the ones that already exist.  
According to Dumas et al. (2013), business process management is a cycle of six 
phases, as shown in Figure 2. These phases are: (1) process identification, where a 
business problem is posed, (2) process discovery, where the as-is state of the 
business processes is documented, (3) process analysis, in which the issues of the 
processes are being recognized, (4) process redesign or process improvement, where 
the issues of the previous phase are being addressed and a to-be model is proposed, 
(5) process implementation, in which the to-be process is performed and, last but 
not least, (6) process monitoring and controlling, where the performance of the new 
process is being analyzed and corrected. The cycle is repeated again for any new 
issues that might come up.  
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Figure 2: Business Process Management lifecycle (Dumas et al., 2013, pp.21) 
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2.3. Business Process Hierarchy 
One of the key ideas in studying business processes is the use of hierarchy levels, i.e. 
grouping and presenting them in levels. These levels can be divided in three major 
categories, as shown in Figure 3, the high-level business processes that focus on the 
architectural analysis, the mid-level business processes that focus on the redesign 
and improvement of projects and, finally, the procedures, tasks and steps that focus 
on the task analysis (Harmon, 2014). 
 
Figure 3: Levels of business process hierarchy (Harmon, 2014, p.187) 
In general, the high-level of the business process analysis deals with problems 
associated to architectural analysis and the coordination between the departments. 
The mid-level analysis deals with problems that might come up within the same 
department or in some cases between a few departments of the enterprise, and 
focuses on the major processes and their sub-processes. Last but not least, the 
lowest level of the business process analysis deals with problems that usually involve 
individual actors or software systems, focusing on the analysis of specific activities 
(Harmon, 2014). 
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2.4. Business Process Framework 
Business process frameworks can prove to be helpful for the businesses, as they 
provide a basic structure for their processes. What is more, in most cases, they also 
offer a list of processes that the businesses can adopt. Process frameworks can be a 
powerful tool both for improving current processes that are used in an enterprise, as 
well as introducing a new “way of thinking” for the organization. What is more, they 
provide a common business language for the businesses around the world (Smith, 
2014).  
According to Dragoslis (2019), even though business process frameworks offer a 
variety of managerial tools, in practice the most important factor is the way the 
manager interprets them, based on the level of experience they have. 
One of the first and most influential business process categorization is  orter’s Value 
Chain model. According to Porter (1985), “every firm is a collection of activities that 
are performed to design, produce, market, deliver and support its product”. The 
processes are divided in two categories: (1) primary activities and (2) support 
activities. An overview of the model is shown in Figure 4, as it was first published in 
1985 in his book “ ompetitive  dvantage:  reating and sustaining superior 
performance”.  
 
Figure 4: The generic value chain (Porter, 1985, as shown in Barnes, 2001. pp.52) 
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These activities could be referred to as process areas. The Capability Maturity Model 
Integration (CMMI) defines a Process Area as, " A process area is a cluster of related 
practices in an area that, when implemented collectively, satisfies a set of goals 
considered important for making improvement in that area" (Carnegie Mellon 
University, 2010). 
Several detailed business process frameworks have been developed since  orter’s 
Value Chain model, both for academic and application purposes, which analyze the 
processes on a high as well as a lower level. Most of these frameworks propose a 
categorization of their own. In the next section of this thesis we will present some of 
the business process frameworks that are known and used by enterprises.  
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3. Business Process Frameworks 
In this chapter we will present the high-level (or first-level) analysis of seven 
frameworks, meaning the major process categories each of them has. The purpose 
of this chapter is to study these categories and understand which are the basic 
process areas of an enterprise, both core and support process areas, and move on to 
study each one of them in the next chapters of the thesis. 
3.1. Frameworks 
We will study seven frameworks, which are: (1) IMM Approach, (2) PCF, (3) SCOR, (4) 
eTOM, (5) COBIT, (6) Oracle and (7) SAP. Some of these come from the academic 
world and others derive from specific software. For each of the frameworks we 
provide all the relevant links in the “List of  eferences” section.  ny additional links 
needed will be added as a footnote in the text. 
3.1.1. Integrated Modeling Method (IMM™) 
The first framework we will study is an example of the Integrated Modelling Method 
 IMM™ , and more specifically an example of the Business Function Modeling of this 
method. The IMM™  pproach is an integrated enterprise modeling method 
developed by John Owens1. This example refers to a motor spares company’s 
business process hierarchy. Its simplicity will help us better understand the structure 
and the process areas of an enterprise and that’s the reason we chose to present 
this model first. This motor spares company has six categories of business processes 
on a first level analysis (or six process areas), as shown in Figure 5. These categories 
describe the company’s major operations, which are: (1) sell motor spares, (2) 
manufacture motor spares, (3) transport motor spares and raw materials, (4) 
manage revenue, (5) provide human resources and (6) provide IT resources & 
services. Each one of these categories includes a group of related processes. 
                                                     
1
 https://integrated-modeling-method.com/about/ (Accessed 15 September 2019) 
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Figure 5: An example of the Function Catalogue of a motor spares company (Integrated Modeling Method, 
2019) 
The model does not provide any further information regarding the contents of these 
groups, so this is the lowest level of analysis available. 
These process categories can be classified as core and support, based on  orter’s 
Value Chain model. The first three are core and the rest of them are support process 
areas. 
3.1.2. APQC’s Process Classification Framework (PCF) 
A widely known and very detailed business process framework is the Process 
Classification Framework (PCF), developed by the American Productivity & Quality 
Center (APQC)2. PCF is a standard for terminology on process definitions and 
measures for benchmarking (Srivastava & Mazzoleni, 2010). It was presented for the 
first time in 1992 as a tool to organize the business processes of its member 
                                                     
2
 https://www.apqc.org/ (Accessed 6 September 2019) 
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companies and create a common language for them. The version we will study is 
v.7.2.1, a first level analysis overview of which is shown in Figure 6 (APQC, 2018). 
 
Figure 6: APQC's PCF, version 7.2.1 (APQC, 2018, p.2) 
The PCF organizes operating and management processes into 13 enterprise-level 
categories, which are: (1) develop vision and strategy, (2) develop and manage 
products and services, (3) market and sell products and services, (4) deliver physical 
products, (5) deliver services, (6) manage customer service, (7) develop and manage 
human capital, (8) manage information technology (IT), (9) manage financial 
resources, (10) acquire, construct and manage assets, (11) manage enterprise risk, 
compliance, remediation and resiliency, (12) manage external relationships and (12) 
develop and manage business capabilities. There are five levels of analysis. In 
general, these 13 categories cover all possible operations within a company, 
including process groups and more than 1,000 processes and associated activities. 
3.1.3. SCOR 
The Supply Chain Operations Reference (SCOR) model was developed in 1996 by the 
consulting company PRTM, AMR Research and the non-profit organization Supply 
Chain Council (SCC)3. It is used by companies as one of the most helpful tools for 
evaluating and comparing supply chain activities and their performance (SCC, 2010). 
                                                     
3
 http://www.apics.org/apics-for-business/frameworks/scor (Accessed 6 September 2019) 
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In 2014, a merger between SCC and American Production and Inventory Control 
Society (APICS) took place, and now SCOR model is maintained and developed by the 
latter. The version we will study is 12.0, which was presented in 2017. 
The SCOR model is divided in four basic sections, which are: (1) process, (2) 
performance, (3) practices and (4) people. The first section (Process) describes all 
processes and the relations between them, the second (Performance) includes 
standard metrics to describe process performance and define strategic goals, the 
third one (Practices) includes management practices to improve process 
performance. Last but not least the fourth section (People), which was introduced in 
SCOR version 10.0, includes all the skills that are necessary in order to perform the 
processes (APICS, 2017).   
For the purpose of this thesis we will focus on the first section, “ rocess”, of version 
12.0. SCOR is organized around six major management processes, which are (1) plan, 
(2) source, (3) make, (4) deliver, (5) return, (6) enable. This is the first level analysis 
of the model and it is illustrated in Figure 7. 
 
Figure 7: The structure of SCOR framework (APICS, 2017, p.12) 
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Apart from this first level, SCOR includes three more process hierarchy levels, as 
illustrated in Figure 8. However, SCOR refers only to the top three process levels, 
which are the same for every company, irrespective of their operations. If a company 
chooses to use SCOR they need to define their own processes in the fourth level. 
 
Figure 8: Process hierarchy in SCOR model (APICS, 2017, p.13) 
  O  doesn’t cover every business process that takes place within a company. For 
example, SCOR does not address sales and marketing, product development or 
research and development. Moreover, a company that chooses to use SCOR should 
extend the model by taking into consideration its own practices, as SCOR does not 
offer a standard for the way each process should be conducted (APICS, 2017). 
APICS has also developed and launched an android app, as shown in Figure 9, which 
is available for free, in order to help anyone who is interested in the model to 
navigate easily through the latest version. 
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Figure 9: The APICS SCOR app (APICS, 2018) 
3.1.4. Business Process Framework (eTOM) 
According to Kelly (2003), Business Process Framework (eTOM) is an ongoing project 
to deliver a business process model for use by service providers and others within 
the telecommunications industry. It provides the industry with a common language 
to describe business processes carried out in telecom activities (Raouyane et al., 
2011), enabling communication service providers to transform their business 
operations. However, the framework is generic enough so that it is not organization-, 
technology- or service-specific (CISCO, 2009). 
It was first presented in 2001 by TM Forum, a non-profit member organization, 
under the name Telecom Operation Map (TOM). Later, it was extender and renamed 
to Enhanced Telecom Operations Map (eTOM) and finally in 2013 it was renamed to 
Business Process Framework (eTOM), as it is known today. In 2018, the latest version 
18.54 was published. 
The eTOM framework is structured in six process levels, as shown in Figure 10. 
                                                     
4
 https://www.tmforum.org/resources/suite/gb921-business-process-framework-etom-suite-release-
18-5/ (Accessed 2 April 2019) 
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Figure 10: The process levels of eTOM (Jiejin, 2009, p.15) 
Figure 11 provides an overview of eTOM framework5. The first categorization of the 
model includes three main groups of processes, which are: (1) strategy, 
infrastructure and product, (2) operations and (3) enterprise management, which is 
the “Enterprise  omain” of the model.  
                                                     
5
 
http://casewise.tmforum.org/evolve/statics/frameworx/index.html#cwtype=index&cwview=index_di
agrams_etom_start (Accessed 13 May 2019) 
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Figure 11: An overview of the eTOM framework (TM Forum, 2016) 
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The processes in eTOM are mapped both vertically and horizontally. The strategy, 
infrastructure and product group of processes includes three process categories on a 
first level analysis, which are: (1) strategy & commit, (2) infrastructure lifecycle 
management and (3) product lifecycle management. There are four process 
categories included in the operations group, which are: (1) operations support & 
readiness, (2) fulfillment, (3) assurance and (4) billing & revenue management. 
The processes included in the above categories are also divided horizontally in six 
groups, which are: (1) market and sales domain, (2) product domain, (3) customer 
domain, (4) service domain, (5) resource domain and (6) engaged party domain. 
These groups are the different core process areas for the eTOM model.  
There are two additional horizontal domains, not related to the above, which are: (1) 
enterprise domain and (2) common process patterns domain. As shown in Figure 11, 
the “Enterprise domain” is the one that contains all the support activities, which are: 
(1) strategic & enterprise planning, (2) enterprise risk management, (3) enterprise 
effectiveness management, (4) knowledge & research management, (5) financial & 
asset management, (6) stakeholder & external relations, (7) human resources 
management and (8) common enterprise processes.  
If we take a look at the “ ommon  rocess  atterns  omain”, we can see that it 
contains “reusable components that can be used to define business processes, such 
as Product Capacity Management, Service Capacity Management, and Resource 
Capacity Management. A key characteristic of Common Process Patterns domain is 
that they cannot execute on their own and always require specialization (they are 
used to define true business processes ”  TM Forum, 2016 . This is the reason why 
we will not study this domain in the thesis.  
In total there are 15 process areas in the eTOM model, both core and support ones.
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3.1.5. COBIT 
Another widely known business process framework is the Control Objectives for 
Information and Related Technologies (COBIT). It was first introduced in 1996 by 
Information Systems Audit and Control Association (ISACA)6 with a main goal to 
provide a comprehensive framework that assists enterprises in achieving their 
objectives for the IT governance (ISACA, 2018). Figure 12 provides an overview of the 
latest COBIT version, COBIT 2019. 
 
 
Figure 12: The COBIT framework – an overview (ISACA, 2018. p.10) 
According to COBIT, each enterprise needs to develop a governance system that 
includes a number of components. Figure 13 provides an overview of these 
components, the way they are presented in the COBIT 2019 model (ISACA, 2018). 
                                                     
6
 http://www.isaca.org/cobit/pages/default.aspx (Accessed 6 September 2019) 
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Figure 13: The components of a governance system according to COBIT 2019 (ISACA, 2018, p.13) 
By focusing on the Reference model of Governance and Management Objectives 
(Figure 14), which is the one referring to business processes, we see that the 
Governance objectives are grouped in the evaluate, direct and monitor (EDM) 
domain, while the Management objectives are grouped in four domains, which are: 
(1) align, plan and organize (APO), (2) build, acquire and implement (BAI), (3) deliver, 
service and support (DSS) and (4) monitor, evaluate and assess (MEA). The first 
management domain includes the strategy and supporting activities related to IT. 
The second one refers to the implementation of these strategies. The third one 
refers to the overall organization, strategy and supporting activities for IT and the 
last domain refers to the IT performance monitoring (ISACA, 2018).   
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Figure 14: The COBIT core model (ISACA, 2018, p.12) 
As shown in Figure 14, there are 47 generic components in COBIT 2019. We will 
present a few of them in the following sections of the thesis, when we will study 
some of the major business process areas separately. 
3.1.6. Oracle 
PeopleSoft was a software company, founded in 1987 by Ken Morris and David 
Duffield. The first version of their software, that was a human resource management 
system (HRMS), was available in 1989. Later versions of the software include 
financial management solutions (FMS) and solutions for supply chain management 
(SCM), customer relationship management (CRM), enterprise performance 
management (EPM), as well as software for manufacturing and student 
administration for large corporations, governments, and organizations.  
PeopleSoft was acquired by Oracle in 2005.  ince then,  eople oft’s software was 
integrated into the Oracle software and is updated by the latter. In 2013, Oracle 
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released the PeopleSoft 9.2 version, both the financials and supply chain 
management (FSCM) system and the human capital management (HCM) system. 
Oracle's PeopleSoft Enterprise Business Process Maps are publicly available at 
https://docs.oracle.com. In this chapter we will study the FSCM system7, the process 
map of which is shown in Figure 15. The   M system specializes in the “ uman 
 esources” area, thus we will present and study it in that section of the thesis. 
 
Figure 15: PeopleSoft Financials and Supply Chain Management 9.2 process map (Oracle, 2019) 
The main modules of the FSCM system are: (1) marketing, (2) sales, (3) order 
fulfillment, (4) product development, (5) production, (6) procurement and materials 
management, (7) project management, (8) financial control and reporting, (9) 
treasury, (10) asset lifecycle management, (11) deployment and (12) staffing.  
                                                     
7
 https://docs.oracle.com/cd/F16439_01/fscm92pbr31/eng/fscm/index.html (Accessed 14 May 2019) 
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3.1.7. SAP 
SAP (Systeme, Anwendungen und Produkte in der Datenverarbeitung or Systems, 
Applications & Products in Data Processing) is a continuously growing German 
multinational software company that was founded in 1972 and is active in more than 
180 countries.  
SAP is widely known for its Enterprise Resource Planning (ERP) software system, the 
first version of which was a financial accounting system and became available in 
1973 under the name SAP R/1. The latest version of the SAP ERP was presented in 
2016, under the name SAP S/4HANA, a version that is specifically designed to run on 
the SAP HANA platform.  
The company collaborated with Professor August-Wilhelm Scheer (the creator of 
ARIS architecture8) for the data modeling of the system version R/2, and later for the 
R/3 system as well (Scheer, 2002). This collaboration later led to the creation of a 
model that could be customized for every customer, depending on their needs. SAP 
gained a great knowledge and experience with user and business needs throughout 
the years, resulting to the development of a methodology for business process 
analysis and hierarchy, as shown in Figure 16. 
 
Figure 16: Business process hierarchy in SAP 
                                                     
8
 https://www.softwareag.com/za/products/aris_alfabet/bpa/aris_architect/default (Accessed 6 
September 2019) 
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Figure 17 provides an overview of the SAP ERP modules that are hosted on the same 
database, which are: (1) PP – Production Planning, (2) MM – Materials Management, 
(3) SD – Sales and Distribution, (4) FI – Financial Accounting, (5) CO – Controlling, (6) 
AM – Asset Management, (7) HR – Human Resources, (8) WF – Workflow, (9) PS – 
Project System, (10) WM – Warehouse Management, (11) PM – Plant Maintenance 
and (12) QM – Quality Management. 
 
Figure 17: Overview of the SAP modules (Emani, 2012, p.12) 
By visiting the https://rapid.sap.com website, where all SAP solution packages are 
available, we see that there is a solution package regarding the adoption of SAP 
S/4HANA, with the name SAP Best Practices for SAP S/4HANA (on premise)9 , which 
includes the “core business processes with a role-specific, responsive, and simple 
user experience”     , 2019 .  s Figure 18 shows, there are 10 modules, some of 
which refer to more technical issues of the SAP software, such as data migration. The 
modules included are: (1) finance, (2) human resources, (3) sales, (4) asset 
management, (5) manufacturing, (6) R&D engineering, (7) sourcing and 
procurement, (8) supply chain, (9) application platform and infrastructure and (10) 
                                                     
9
 https://rapid.sap.com/bp/BP_OP_ENTPR (Accessed 21 May 2019) 
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database and data management. These are the process areas of SAP, six of which are 
core and three support. 
 
Figure 18   AP  est P     es  o   AP     A A (on   e ise) solution package (SAP, 2019) 
Apart from this complete solution, SAP also offers solution packages for specific line 
of business. Some of them will be presented and studied later in this thesis, while 
studying the respective process areas.  
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3.2. Comparison 
We will now proceed to compare the frameworks. Let’s begin with some important 
notes on the comparison that follows.  
First of all, PCF is used as a basis for the comparison, as it is the most detailed one.  
Regarding the   O  model, every time we mention the “Enable” category we also 
name the specific process group that we refer to. As far as the rest of the categories 
are concerned, the process groups they include do not have major differences 
between them. For instance, the category “ lan” has five groups of processes which 
are: (1) sP1.Plan Supply Chain, (2) sP2. Plan Source, (3) sP3. Plan Make, (4) sP4. Plan 
Deliver, (5) sP5. Plan Return. The processes included in each these groups are similar, 
thus we only mention the name “ lan”. 
eTOM is the framework with the most unique structure of the ones we studied. 
Thus, we used both the vertical and horizontal categorization the model offers and 
every time we also name the specific process categories that we refer to. 
Also, because of the structure of the COBIT model, for each process group we also 
name the domain as well as the component that includes the processes we refer to. 
As far as Oracle is concerned, apart from the main processes it also has some 
“overview” ones, that serve as a connection between the main ones. 
Last, but not least, Table 1 provides an explanation of the vocabulary that will be 
used. 
Table 1: Vocabulary used for the comparison of the frameworks 
IDENTICAL includes the same processes 
EXTENSIVE includes more processes/ more completed/ more detailed  
CONCISE includes less processes/ not complete/ less detailed  
MISSING these processes do not exist 
 
The comparison of the frameworks is presented in Table 2 
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Table 2: First-level frameworks comparison 
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sE2. Manage Supply 
Chain Performance 
(EXTENSIVE)  En
te
rp
ri
se
  
D
o
m
ai
n
 
Knowledge & 
Research 
Management 
BAI03. Managed Solutions 
Identification and Build 
BAI10. Managed 
Configuration 
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PCF IMM SCOR eTOM COBIT Oracle SAP 
3.0.Market and 
Sell Products 
and Services 
(EXTENSIVE) 
1.Sell Motor 
Spares 
MISSING 
St
ra
te
gy
,  
In
fr
as
tr
u
ct
u
re
 &
 
P
ro
d
u
ct
 
Market Sales 
Domain 
MISSING 
1.Marketing 
3.Sales 
O
p
er
at
io
n
s 
Market Sales 
Domain 
2.Sales 
Customer 
Domain 3.Order Fulfillment 
Product 
Domain 
4.0.Deliver 
Physical 
Products 
(EXTENSIVE) 
2.Manufacture 
Motor Spares 
1.Plan 
MISSING MISSING 
3.Order Fulfillment 3.Sales 
2.Source (CONCISE) 5.Production 5.Manufacturing 
3.Transport 
Motor Spares 
and Raw 
Materials 
3.Make (CONCISE) 
6.Procurement & 
Materials 
Management 
7.Sourcing and 
Procurement 
4.Deliver (EXTENSIVE) 
5.Return (CONCISE) 
8.Supply Chain 
6
.E
n
ab
le
 
sE6. Manage Supply 
Chain Contracts 
(CONCISE) 
5.0.Deliver 
Services 
MISSING MISSING MISSING MISSING 
3.Order Fulfillment 3.Sales 
5.Production 5.Manufacturing 
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PCF IMM SCOR eTOM COBIT Oracle SAP 
6.Procurement & 
Materials 
Management 
7.Sourcing and 
Procurement 
8.Supply Chain 
6.0.Manage 
Customer 
Service 
(EXTENSIVE) 
MISSING MISSING 
St
ra
te
gy
, 
In
fr
as
tr
u
ct
u
re
 &
 
P
ro
d
u
ct
 
Customer 
Domain 
D
el
iv
er
,  
Se
rv
ic
e 
&
 
Su
p
p
o
rt
 (
D
SS
) 
DSS02. Managed Service 
Requests and Incidents 
3. Order Fulfillment MISSING 
DSS03. Managed Problems 
O
p
er
at
io
n
s 
Customer 
Domain A
lig
n
,  
P
la
n
 &
 
O
rg
an
iz
e 
(A
P
O
) APO11. Managed Quality 
(CONCISE) 
7.0.Develop 
and Manage 
Human Capital 
5.Provide 
Human 
Resources 6
.E
n
ab
le
 
sE4. Manage Supply 
Chain Human 
Resources (CONCISE) 
En
te
rp
ri
se
  
D
o
m
ai
n
 
Human 
Resources 
Management A
lig
n
,  
P
la
n
 &
  
O
rg
an
iz
e 
 
(A
P
O
) APO07. Managed Human 
Resources 
11.Deployment  
2.Human 
Resources 
12.Staffing 
St
ra
te
gy
,  
In
fr
as
tr
u
ct
u
re
 
&
  
P
ro
d
u
ct
 
Workforce 
Management 
Ev
al
u
at
e,
  
D
ir
ec
t 
&
  
M
o
n
it
o
r 
 
(E
D
M
) EDM04. Ensured Resource 
Optimization 
8.0.Manage 
Information 
Technology (IT) 
(EXTENSIVE) 
6.Provide IT 
Resources & 
Services 6
.E
n
ab
le
 
sE3. Manage Supply 
Chain Data and 
Information 
En
te
rp
ri
se
 D
o
m
ai
n
 
(C
O
N
C
IS
E)
 
Common 
Enterprise 
Processes 
Ev
al
u
at
e,
 
D
ir
ec
t 
&
 
M
o
n
it
o
r 
(E
D
M
) 
EDM02. Ensured Benefits 
Delivery 
MISSING 
9.Application 
Platform & 
Infrastructure 
EDM04. Ensured Resource 
Optimization 
A
lig
n
, 
P
la
n
 &
 
O
rg
an
iz
e 
(A
P
O
) APO01. Managed I&T 
Management Framework 
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PCF IMM SCOR eTOM COBIT Oracle SAP 
APO03. Managed Enterprise 
Architecture 
APO09. Managed Service 
Agreements 
APO10. Managed Vendors 
APO11. Managed Quality 
APO12. Managed Risk 
APO13. Managed Security 
sE11. Manage Supply 
Chain Technology 
St
ra
te
gy
, I
n
fr
as
tr
u
ct
u
re
 &
 P
ro
d
u
ct
 
Resource 
Domain 
APO014. Managed Data 
10.Database & 
Data 
Management 
B
u
ild
, A
cq
u
ir
e 
&
 Im
p
le
m
en
t 
(B
A
I)
 
BAI03. Managed Solutions 
Identification and Build 
(CONCISE) 
BAI04. Managed Availability 
and Capacity 
BAI06. Managed IT Changes 
BAI07. Managed IT Change 
Acceptance and 
Transitioning 
O
p
er
at
io
n
s 
Resource 
Domain 
BAI08. Managed Knowledge 
BAI10. Managed 
Configuration 
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PCF IMM SCOR eTOM COBIT Oracle SAP 
D
el
iv
er
, S
er
vi
ce
 &
 
Su
p
p
o
rt
 (
D
SS
) 
DSS01. Managed Operations 
DSS04. Managed Continuity 
DSS05. Managed Security 
Services 
9.0.Manage 
Financial 
Resources 
4.Manage 
Revenue 
2.Source (CONCISE) 
O
p
er
at
io
n
s Customer 
Domain 
A
lig
n
,  
P
la
n
 &
  
O
rg
an
iz
e 
 
(A
P
O
) 
APO05. Managed Portfolio 3.Order Fulfillment 1.Finance 
Engaged Party 
Domain 
APO06. Managed Budget 
and Costs 
8.Financial Control 
& Reporting 
3.Sales 
4.Deliver (CONCISE) 
En
te
rp
ri
se
  
D
o
m
ai
n
 Financial & 
Asset 
Management 
Ev
al
u
at
e,
  
D
ir
ec
t 
&
  
M
o
n
it
o
r 
 
(E
D
M
) EDM04. Ensured Resource 
Optimization 
9.Treasury 7.Sourcing and 
Procurement 
(CONCISE) 12.Staffing 
10.0.Acquire, 
Construct and 
Manage Assets 
MISSING 
6
.E
n
ab
le
 
sE5. Manage Supply 
Chain Assets 
(CONCISE) 
En
te
rp
ri
se
 
D
o
m
ai
n
 
Financial & 
Asset 
Management B
u
ild
,  
A
cq
u
ir
e 
&
 
Im
p
le
m
en
t 
 
(B
A
I)
 
BAI09. Managed Assets 
10.Asset Lifecycle 
Management 
4.Asset 
Management 
11.0.Manage 
Enterprise Risk, 
Compliance, 
Remediation 
and Resiliency 
MISSING 
6
.E
n
ab
le
 
sE8. Manage Supply 
Chain Regulatory 
Compliance 
En
te
rp
ri
se
  
D
o
m
ai
n
 Enterprise 
Risk 
Management 
Ev
al
u
at
e,
 D
ir
ec
t 
&
 M
o
n
it
o
r 
(E
D
M
) 
EDM03. Ensured Risk 
Optimization 
9.Treasury 
(CONCISE) 
MISSING 
sE9. Manage Supply 
Chain Risk 
M
o
n
it
o
r,
  
Ev
al
u
at
e 
&
  
A
ss
es
s 
(M
EA
) MEA01. Managed 
Performance and 
Conformance Monitoring 
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PCF IMM SCOR eTOM COBIT Oracle SAP 
MEA02. Managed System of 
Internal Control 
12.0.Manage 
External 
Relationships 
MISSING MISSING 
En
te
rp
ri
se
 D
o
m
ai
n
 
Stakeholder & 
External 
Relations 
A
lig
n
, 
P
la
n
 &
 
O
rg
an
iz
e 
(A
P
O
) APO08. Managed 
Relationships 
MISSING MISSING 
M
o
n
it
o
r,
  
Ev
al
u
at
e 
 
&
 A
ss
es
s 
 
(M
EA
) 
MEA03. Managed 
Compliance With External 
Requirements 
MEA04. Managed Assurance 
13.0.Develop 
and Manage 
Business 
Capabilities 
MISSING 
6
.E
n
ab
le
 
sE1. Manage Supply 
Chain Business Rules 
(CONCISE) 
En
te
rp
ri
se
 D
o
m
ai
n
 
Strategic & 
Enterprise 
Planning 
(EXTENSIVE) 
B
u
ild
, A
cq
u
ir
e 
&
 
Im
p
le
m
en
t 
(B
A
I)
 BAI01. Managed Programs 
7.Project 
Management 
9.Application 
Platform & 
Infrastructure 
(CONCISE) 
BAI05. Managed 
Organizational Change 
BAI11. Managed Projects 
Enterprise 
Effectiveness 
Management 
D
el
iv
er
, 
Se
rv
ic
e 
&
 
Su
p
p
o
rt
 
(D
SS
) DSS06. Managed Business 
Process Controls 
Ev
al
u
at
e,
 D
ir
ec
t 
&
 
M
o
n
it
o
r 
(E
D
M
) EDM04. Ensured Resource 
Optimization 
EDM05. Ensured 
Stakeholder Engagement 
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PCF IMM SCOR eTOM COBIT Oracle SAP 
MISSING MISSING MISSING 
St
ra
te
gy
, 
In
fr
as
tr
u
ct
u
re
 
&
 P
ro
d
u
ct
 
Engaged Party 
Domain 
MISSING MISSING MISSING 
O
p
er
at
io
n
s 
Engaged Party 
Domain 
MISSING MISSING 
6
.E
n
ab
le
 
sE2. Manage Supply 
Chain Performance 
En
te
rp
ri
se
 D
o
m
ai
n
 
Enterprise 
Effectiveness 
Management 
MISSING MISSING MISSING 
1
.P
la
n
 
sP1. Plan Supply Chain 
MISSING MISSING MISSING 
Common Process Patterns 
Domain 
MISSING MISSING MISSING 
MISSING MISSING MISSING MISSING MISSING MISSING 
9.Application 
Platform & 
Infrastructure 
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In general, if we take a look at Table 2, we can see that some models include more 
process categories than others, like PCF, while others are structured in a less 
detailed way, like the IMM Approach. Most of the frameworks we studied have their 
own and unique structure. This is why attempting to compare them proved to be a 
difficult task, as the process areas of each framework are different. None of the 
frameworks could be described as identical to another.  
As mentioned before, PCF is the most detailed of the frameworks, with 13 process 
areas. Although it covers most of the processes that take place within an enterprise, 
it omits processes referring to service, service agreements and managing problems 
that come up with the customers regarding the product. What is more, since some 
of the other frameworks are supply chain-oriented, they have some process 
categories regarding the supply chain management and effectiveness, something 
that doesn’t show up at   F. Another important note here is that PCF makes a 
distinction between the delivery of physical products and services, as we can see in 
process categories 4.0 and 5.0. None of the other frameworks makes this distinction. 
The IMM Approach refers to physical products, motor spares to be specific. The 
SCOR model also applies to physical products, as it is a supply chain management 
model. The eTOM is a telecommunications model, thus it refers to services. The 
same applies to COBIT, as it describes IT usage. Last but not least, Oracle and SAP can 
be used for both physical products and services, and that’s the reason we mention 
the same modules for both cases. 
As far as the IMM Approach is concerned, it is the most concise framework we 
studied. It includes the processes of some basic areas of an enterprise, such as 
“Manufacturing” and “ ales” however there are no processes about other important 
operations like strategy development, product development, customer service as 
well as risk and enterprise management.  
If we take a closer look at SCOR we can see that it does not include any processes 
about external relationships management, sales and marketing as PCF does, and it 
does not refer to financial processes at the extent PCF does. Most of the processes 
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included, if not all, refer to the supply chain, since SCOR is a supply chain 
management model. This is the reason why most of the process categories are 
mentioned as concise, compared to non-sector-specific frameworks.  
As far as the eTOM framework is concerned, most of the processes that PCF has are 
also mentioned here. The main difference is that the processes included in the 
“Engaged  arty  omain” are not included in   F. What is more, the “Common 
Process Patterns Domain” is something we don’t see in any of the other frameworks. 
Moving on to the COBIT framework, it is an IT governance model, thus, it includes 
the most detailed processes regarding the IT management. An important note is that 
the  O IT process groups that align with the   F “2.0. evelop and Manage  roducts 
and  ervices” category may refer to IT product development but with one key 
difference: these IT products are to be used by the same enterprise that creates 
them and not by a customer. Because of the fact that it refers to IT usage within the 
enterprise, it doesn’t include any product development, marketing and sales 
processes. 
As far as the Oracle and SAP frameworks are concerned, we can see that they have a 
similar structure, due to the fact that both derive from specific software. However, 
   ’s categorization seems to be more similar to PCF than Oracle’s. Even though 
both frameworks cover most of the process categories   F has, they don’t include a 
separate process category regarding the strategy and the goals of the company, 
customer service as well as external relationships management. Oracle and SAP are 
system-specific frameworks, meaning they were developed based on specific 
software. Because of this some of their processes have taken place before the 
software development, like the strategy processes. Oracle also omits processes 
regarding customer service, supply chain and IT management. Last but not least, SAP 
is the only framework that includes processes regarding the system integration, like 
the category “9.  pplication  latform & Infrastructure”.  
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3.3. Business Process Areas  
In the previous section we presented a comparison of the most well-known business 
process frameworks. We acquired basic knowledge for business process areas, based 
on which we can develop a proposal for the basic process areas of an enterprise. 
These are: (1) Sales, (2) Marketing, (3) Research and Development (R&D), (4) Product 
Management, (5) Production, (6) Procurement, (7) Logistics, (8) Customer Service, 
(9) Human Resources, (10) Finance and (11) Information Technology. 
These areas can be divided in core and support, based on the functionality of the 
business processes they consist of. Figure 19 provides an overview of this taxonomy. 
 
Figure 19: The process areas of an enterprise 
Core Process 
Areas 
Marketing 
Sales 
R&D 
Product 
Management 
Procurement 
Production 
Logistics 
Customer 
Service 
Support 
Process Areas 
Human 
Resources 
Finance 
Information 
Technology 
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In the next chapters of this thesis we will attempt to study the processes included in 
each of these process areas. To do so, we will present each framework’s proposed 
taxonomy of the processes for each process area separately. The frameworks we will 
study are not only the ones already presented, but also four others that are sector-
specific that will help us understand these areas in depth. These are: (1) Capital 
Business Reference Model (HCBRM), (2) Software AG (ARIS), (3) Signavio and (4) 
IT M . The first three will be studied in the “ uman  esources     ” area and the 
fourth one in the “Information Technology  IT  &  ata management” area.   
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4. Core Process Areas 
In this chapter we will discuss the core process areas of the enterprise, based on our 
proposal in the previous chapter of the thesis.  
Each section begins with a definition of that process area, in order to understand 
better what processes are included there and why, followed by the presentation of 
the frameworks that will be studied. In order to better understand which of them are 
detailed, which of them are more concise and what processes are included in each 
framework, a comparison will take place at the end of each section, followed by our 
conclusions. 
4.1. Marketing  
According to the Chartered Institute of Marketing (CIM) the “Marketing” process 
area is “the management process responsible for identifying, anticipating and 
satisfying customer requirements profitably”   IM, 2019 . 
In this section we will discuss the taxonomy of the “Marketing” related processes, as 
proposed by the business process frameworks we presented in the previous chapter. 
4.1.1. Frameworks 
We will now present the five frameworks that include processes for the “Marketing” 
process area of an enterprise, which are: (1) PCF, (2) eTOM, (3) Oracle, (4) SAP and 
    IT M . For each of the frameworks we provide all the relevant links in the “List of 
 eferences” section.  ny additional links needed will be added as a footnote in the 
text. 
Some of the frameworks have one category both for the “ ales” and the “Marketing” 
processes, but we believe that they are two separate process areas and we will study 
them as such. The  O IT and   O  frameworks don’t include processes regarding 
the “Marketing” area, thus we will not use them for this comparison. ITSMA is a 
framework we haven’t presented in the previous chapter. It is both “Marketing” and 
“ ales”-related, and we will study it in these process areas. 
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4.1.1.1. APQC’s Process Classification Framework (PCF) 
The 3rd category of   F, “ .0 Market and  ell  roducts and  ervices”, is the one that 
that we will study for the “Marketing” process area. . It includes all the processes 
related to marketing and selling the products. Figure 20 provides an overview of this 
category. We can see that it includes five process groups, the three of which are of 
interest to us. These are: (1) understand markets, customers, and capabilities, (2) 
develop marketing strategy and (3) develop and manage marketing plans. These 
categories include between two and seven process sub-groups, of the 15 in total. 
The processes included are 109. 
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Figure 20: 3.0 Market and Sell Products and Services (APQC, 2018, p.8-10) 
4.1.1.2. Business Process Framework (eTOM) 
All “Marketing”-related processes of the eTOM model are in its “Market  ales 
 omain”, an overview of which is shown in Figure 21.  
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Figure 21: The "Market & Sales" domain of the eTOM model (TM Forum, 2016) 
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We will study seven process groups from this domain, which are: (1) market strategy 
& policy, (2) market research, (3) loyalty program management, (4) market 
performance management, (5) brand management, (6) marketing communications 
and advertising and (7) marketing campaign management. The contents of each 
group are shown in Figure 22-Figure 28. 
Each of these groups includes between one and eight process groups on a third level 
analysis, of the 26 in total.  
 
Figure 22  The “M  ket  t  tegy & Poli y” g ou  o    o esses (TM Fo u , 2016) 
 
Figure 23: The "Market Research" group of processes (TM Forum, 2016) 
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Figure 24: The "Loyalty Program Management" group of processes (TM Forum, 2016) 
 
 
Figure 25: The "Market Performance Management" group of processes (TM Forum, 2016) 
 
 
Figure 26: The "Brand Management" group of processes (TM Forum, 2016)
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Figure 27: The "Marketing Communications and Advertising" group of processes (TM Forum, 2016) 
 
Figure 28: The "Marketing Campaign Management" group of processes (TM Forum, 2016) 
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The last group we will study comes from the “ ustomer  omain” part of the model 
(Figure 29 , and it’s called “ ustomer Management”  Figure 30 provides an overview 
of its contents).  
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Figure 29: The "Customer" domain of the eTOM model (TM Forum, 2016) 
 
Figure 30: The "Customer Management" group of processes (TM Forum, 2016) 
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4.1.1.3. Oracle  
If we look at the PeopleSoft process maps provided by Oracle10, we see that there is 
a “Marketing” module. The only process category that exists there is named 
“Marketing overview”, as shown in Figure 31, and this is the one we will study for 
this process area. 
 
Figure 31: The "Marketing" module by PeopleSoft Financial and Supply Chain Management 9.2 process map 
(Oracle, 2019) 
                                                     
10
 https://docs.oracle.com/cd/F19196_01/fscm92pbr32/eng/fscm/index.html?focusnode=home 
(Accessed 11 June 2019) 
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4.1.1.4. SAP 
For the SAP framework we will focus on the solution packages offered by SAP for 
every line of business. There are four SAP solution packages specifically for 
“Marketing”11, as shown in Figure 32. 
 
Figure 32: SAP's "Marketing" solution packages (SAP, 2019) 
We will study the  rst one, “     est  rac ces for     Marke ng  loud ”12, as SAP 
 est  ractices for              on premise  doesn’t include a separate “Marketing” 
module. The other three solutions refer to system integration. 
                                                     
11
 https://rapid.sap.com/bp/#/browse/categories/lines_of_business/areas/marketing (Accessed 11 
June 2019) 
12
 https://rapid.sap.com/bp/BP_CLD_MKT (Accessed 11 June 2019) 
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In “     est  ractices for     Marke ng  loud ” there are three process categories 
(Figure 33), which are: (1) data load, (2) integration and (3) marketing. We will focus 
on the third category, as it includes all the processes that are of interest to us.  
 
Figure 33  “ AP  est P     es  o   AP M  ke ng Cloud ” solution    k ge ( AP, 2019) 
The list of processes included in “Marketing” category is shown in Figure 34. In total, 
there are 20 processes. 
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Figure 34: The list of processes included in the "Marketing" category (SAP, 2019) 
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4.1.1.5. ITSMA 
Founded in the early 1990s, ITSMA is an association that specializes in helping 
companies and enterprises being more effective in their sales and marketing process 
by offering B2B services and solutions. For this purpose they created a marketing 
framework, the last update of which took place in 2017. We will study the 2010 
version, an overview of which is shown in Figure 35 and Figure 36. 
 
Figure 35: The ITSMA Framework (ITSMA, 2010, p.1) 
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Figure 36  “M  keting O e  tions”, “  les Ch nnel En ble ent”  nd “Alli n e M n ge ent” description 
(ITSMA, 2010, p.4) 
There are four important processes regarding the “Marketing”, which are:  1  
strategy & market planning, (2) portfolio management, (3) internal & external 
communications and (4) client loyalty management. The first process sets the overall 
direction of the business, which is always up to date with the latest changes in the 
market. The second process is about investments in ideas. The third one refers to the 
activities that take place in order to communicate effectively with the internal as 
well as the external audiences for issues regarding the marketing and sales 
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processes. Last but not least, the last process is about strengthening key stakeholder 
relationships. 
 part from these four processes, there are also “the three foundations of marketing 
that cut across all processes and all stages of the buying process”  IT M , 2010 . 
These are: (1) marketing operations, (2) sales channel enablement and (3) alliance 
management. The first one aims to maximize the enterprise’s marketing 
effectiveness by managing people, technology and processes. The second one aims 
to shorten the sales cycle and increase the profits. Finally, the third one refers to 
business to business cooperation. 
 ll processes groups, apart from the “ lliance Management”, are marketing-related, 
thus we will use them in the comparison than follows. 
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4.1.2. Comparison 
We will now move on to compare the “Marketing”-related frameworks that were 
presented above. PCF was used as a base for the comparison, which is shown in 
Table 3. 
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Table 3: Marketing frameworks comparison 
PCF eTOM ITSMA Oracle SAP 
3.1.Understand 
markets, 
customers, and 
capabilities 
M
ar
ke
t 
Sa
le
s 
D
o
m
ai
n
 Market Strategy & 
Policy 
M
ar
ke
ti
n
g 
P
ro
ce
ss
e
s 
Strategy & Market 
Planning 
Marketing 
M
ar
ke
ti
n
g 
Marketing 
Market Research 
3.2.Develop 
marketing 
strategy M
ar
ke
t 
Sa
le
s 
D
o
m
ai
n
 
Market Strategy & 
Policy 
M
ar
ke
ti
n
g 
P
ro
ce
ss
es
 
Portfolio 
Management 
Marketing 
M
ar
ke
ti
n
g 
Marketing 
(CONCISE) 
Loyalty Program 
Management 
Internal & External 
Communications 
Client Loyalty 
Management Market Performance 
Management 
Marketing 
Communications and 
Advertising (EXTENSIVE) 
M
ar
ke
ti
n
g 
Fo
u
n
d
at
io
n
s 
Marketing 
Operations 
Marketing Campaign 
Management 
(EXTENSIVE) Sales Channel 
Enablement 
(EXTENSIVE) 
C
u
st
o
m
er
 
D
o
m
ai
n
 
Customer Management 
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3.3.Develop and 
manage 
marketing plans M
ar
ke
t 
Sa
le
s 
D
o
m
ai
n
 
Market Performance 
Management 
M
ar
ke
ti
n
g 
P
ro
ce
ss
e
s 
Portfolio 
Management 
Marketing 
M
ar
ke
ti
n
g 
Marketing Marketing Campaign 
Management 
(EXTENSIVE) 
M
ar
ke
ti
n
g 
Fo
u
n
d
at
io
n
s 
Marketing 
Operations 
C
u
st
o
m
er
 
D
o
m
ai
n
 
Customer Management 
MISSING Brand Management 
M
ar
ke
ti
n
g 
P
ro
ce
ss
e
s 
Strategy & Market 
Planning 
MISSING 
M
ar
ke
ti
n
g 
Marketing 
Internal & External 
Communications 
MISSING MISSING MISSING MISSING 
M
ar
ke
ti
n
g 
Data Load 
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If we take a closer look at the comparison, we can see that eTOM and ITSMA are the 
most detailed models of the ones we’ve studied.  ow let’s discuss each of the 
frameworks separately. 
PCF has a clear theoretical structure, including three process categories with all the 
“Marketing” related processes. Its’ structure seems to be less complex than the rest 
of the frameworks. 
Moving on to eTOM, it is very detailed, as it includes the most process categories 
with “Marketing”-related processes. What is more, it contains a group with “ rand 
management” processes, something we don’t see in any of the other models. The 
ITSMA and SAP frameworks also have some similar processes, but not in a separate 
process group. 
The next model we studied is ITSMA. It can be described as extensive, compared to 
  F and this is because “Marketing” is the main focus of the model.  
Oracle seems to be the most concise of the frameworks we’ve studied, as it has all 
the “Marketing” processes in one module.  owever, it covers all the basic processes, 
compared to PCF.  
Last but not least,     is quite detailed as far as the “Marketing” process area is 
concerned, as it has a separate solution package for this purpose. Not only it covers 
all the basic “Marketing” processes that   F and the other frameworks have, but 
since it is software-oriented it also includes some data-related processes that none 
of the other frameworks have.  
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4.2. Sales 
The “ ales” area of an enterprise contains all the steps needed for a salesperson in 
order to sell a product. The “selling process is a complete cycle which starts from 
identifying the customers to closing the deal with them. It is more relevant is B2B 
business sales where the sales cycle is not short and might take a longer duration to 
close. In B2C the selling process may be transient and shorter”  M   kool.com, 
2019). 
In this section of the thesis we will discuss what each framework proposes for all 
these “ ales”-related processes. 
4.2.1. Frameworks 
We will study six frameworks, which are: (1) IMM Approach, (2) PCF, (3) eTOM, (4) 
Oracle and (5) SAP. The selection of the frameworks was made once again based on 
their structure. For each of the frameworks we provide all the relevant links in the 
“List of  eferences” section.  ny additional links needed will be added as a footnote 
in the text. 
As mentioned in the previous section, some of the frameworks have one category 
both for the “ ales” and the “Marketing” processes, but we are looking at them 
separately.  
The  O IT and   O  frameworks don’t include processes regarding the “ ales” area, 
thus we will not include them in this section. 
4.2.1.1. Integrated Modeling Method (IMM™) 
The IMM Approach is the simplest and less detailed model we’ve studied. As far as 
the “Sales” area is concerned, the IMM Approach has three process groups included 
in the “ ell motor spares” category  Figure 5 of Chapter 3). These groups are: (1) 
define sales targets, (2) build sales budgets and (3) sell products and services.  
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4.2.1.2. APQC’s Process Classification Framework (PCF) 
The 3rd category of   F, “ .0 Market and  ell  roducts and  ervices”, is the one that 
is of interest to us for the “ ales” process area. As mentioned, it includes all the 
processes related to marketing and selling the products, referring mainly to the 
strategies that are being followed by the company but including also processes 
concerning the actual process of selling. As Figure 20 of the “Marketing” section 
demonstrates, this category has five process groups, of which we will study the two: 
(1) develop sales strategy and (2) develop and manage sales plans.  
Each of these categories includes five process sub-groups, making them 10 in total. 
In general, the “ .0 Market and  ell  roducts and  ervices” is composed of 201 
processes, the 92 of which are “ ales”-related.  
4.2.1.3. Business Process Framework (eTOM) 
The eTOM framework has a domain both for the marketing and selling strategies, 
called “Market &  ales Management”. It includes 15 process groups, as shown in 
Figure 21. For the “ ales” process area we will study eight of these groups, which 
are: (1) sales strategy & planning, (2) sales forecasting, (3) sales performance 
management, (4) selling, (5) contact/lead/prospect management, (6) sales 
development, (7) sales channel management and (8) market sales support & 
readiness. The rest of the processes refer to the “Marketing” process area, and we 
already studied them in the previous section. 
Each of these groups includes between one and six process groups on a third level 
analysis, of the 30 in total. The contents of each group are shown in Figure 37-Figure 
44.   
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Figure 37: The "Sales Strategy & Planning" group of processes (TM Forum, 2016) 
 
Figure 38: The "Sales Forecasting" group of processes (TM Forum, 2016) 
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Figure 39: The "Sales Performance Management" group of processes (TM Forum, 2016) 
 
 
Figure 40: The "Selling" group of processes (TM Forum, 2016) 
66 
 
     
 Figure 41: The "Contact/ Lead/ Prospect Management" group of processes (TM Forum, 2016) 
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Figure 42: The "Sales Development" group of processes (TM Forum, 2016) 
 
Figure 43: The "Sales Channel Management" group of processes (TM Forum, 2016) 
 
Figure 44: The "Market Sales Support & Readiness" group of processes (TM Forum, 2016) 
 nother domain of the model that has “ ales”-related processes is the “ ustomer 
 omain”, an overview of which is shown in Figure 29 of the “Marketing” section. We 
will study two process groups from this domain, as the rest of them are relevant to 
the “ ustomer  ervice” and “Finance” process areas. 
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These groups are: (1) customer management and (2) customer information 
management. They include four and five process sub-groups respectively, of the nine 
in total. Figure 30 of the “Marketing” section and Figure 45 below provide an 
overview of their contents.  
 
Figure 45: The "Customer Information Management" group of processes (TM Forum, 2016) 
We will also study the process group “ roduct Offering &  urchasing” from the 
“ roduct  omain” of the model. It includes processes regarding the management of 
the purchase lifecycle. It includes eight process groups on a third level analysis, as 
shown in Figure 46.  
TM forum offers more detailed regarding the contents of each of these process 
categories and groups. These can be found at the links provided in the “List of 
 eferences” chapter of the thesis.  
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Figure 46: The "Product Offering Purchasing" group of processes (TM Forum, 2016) 
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4.2.1.4. Oracle 
If we look at the PeopleSoft process maps provided by Oracle13, we see that there is 
a module called “ ales”  Figure 47).  
 
Figure 47: The "Sales" module by PeopleSoft Financial and Supply Chain Management 9.2 process map (Oracle, 
2019) 
It includes four process categories, which are: (1) sales overview, (2) create counter 
sale, (3) create contract and (4) propose solution. The contents of each are shown in 
Figure 48. The “ ales” module consists of 18 processes in total. 
                                                     
13
 https://docs.oracle.com/cd/F19196_01/fscm92pbr32/eng/fscm/index.html?focusnode=home 
(Accessed 11 June 2019) 
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Figure 48: The processes included in the "Sales" module, PeopleSoft Financial and Supply Chain Management 
9.2 (Oracle, 2019) 
What is more, Oracle includes some processes regarding customer contracts in its 
“Order Fulfillment” module, specifically in the “Manage  ales  ontract” and 
“Manage  ales Order” process groups. The contents of these groups are shown in 
Figure 49. 
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Figure 49: The processes included in the "Manage Sales Contract" and "Manage Sales Order" group of the 
"Order Fulfillment" module, PeopleSoft Financial and Supply Chain Management 9.2 (Oracle, 2019) 
4.2.1.5. SAP 
For the SAP framework we will focus on the SAP Best Practices for SAP S/4HANA (on 
premise) solution14. There is a module “ ales” that includes all the relevant 
processes, the contents of which are shown in Figure 50. 
                                                     
14
 https://rapid.sap.com/bp/BP_OP_ENTPR (Accessed 21 May 2019) 
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Figure 50  The list o    o esses in luded in the    les  odule o   AP  est P     es  o   AP     A A (on 
  e ise) solution package (SAP, 2019) 
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SAP also offers some other solution packages for “ ales”15, as shown in Figure 51.  
 
Figure 51: SAP's "Sales" solution packages (SAP, 2019) 
There are seven solution packages regarding for the “ ales” module. There is one 
referring to business intelligence, and the rest of them are about system integration. 
 one of these packages seem to be a complete “ ales” solution, as they were 
developed for specific business needs, thus we will not study any of them along with 
the “ ales” module mentioned before.  
                                                     
15
 https://rapid.sap.com/bp/#/browse/categories/lines_of_business/areas/sales (Accessed 11 June 
2019) 
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4.2.2. Comparison 
We will now move on to compare the frameworks for the “ ales” module. PCF is 
used as a base for the comparison, which is presented in Table 4.  
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Table 4: Sales frameworks comparison 
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If we take a closer look at Table 4, we can see that eTOM is the most detailed 
framework regarding the “ ales” process area. Let’s now discuss each framework 
separately.  
  F has the clearest structure as a model. There are two “ ales” process groups, 
covering all the basic sales activities. 
The IMM Approach is once again the most concise one, as it only has three “ ales” 
process categories.  owever, they seem to cover the basic “ ales” activities.  
Moving on to eTOM, we can see that it includes more business process categories 
than any of the other frameworks. One thing we noticed is that it includes two 
process groups, the “ ales development” and the “ ales channel management” that 
are not included in the “ ales” part of the   F. We do find these processes in the 
  F, but in they are listed as “Marketing”-related and that’s why we refer that PCF 
process group in the table above. 
As far as the Oracle framework is concerned, it includes a less detailed version of 
most of the basic PCF processes. The main difference between the two is that Oracle 
includes processes regarding the customer contract creation in the “ ales” module, 
while   F doesn’t.  
Last but not least,    ’s “ ales” module covers all the   F “ ales” processes, but it is 
not as detailed. We noted that many processes in the    ’s “ ales” module are not 
included in the   F “ ales” category, but in a number of others. For example, 
customer returns that are in the “6.0 – Manage  ustomer  ervice” and customer 
billing, credit and debit that are in the “9.0 – Manage Financial  esources” category, 
but we will discuss this further in these parts of the thesis. What is more, since SAP is 
a software-oriented framework, it includes processes regarding the system data and 
integration.  
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4.3. Research & Development (R&D) 
Let’s move on to the “ esearch &  evelopment” process area of the enterprise. 
According to  all  2006  “Research and Development (R&D) is the term commonly 
used to describe the activities undertaken by firms and other entities such as 
individual entrepreneurs in order to create new or improved products and 
processes. The broadest meaning of the term covers activities from basic scientific 
research performed in universities and laboratories all the way to testing and 
refining products before commercial sale or use”.  
For the purposes of this study, the “ esearch &  evelopment” process area is 
considered to end before the building of the product prototype. The prototype 
testing and product refining take place in the next process area, the “ roduct 
Management”. 
4.3.1. Frameworks 
We will study five process frameworks: (1) PCF, (2) eTOM, (3) COBIT, (4) Oracle and 
(5) SAP. We will see that most of the business process categories in this section are 
linked to the “ roduction”, a process area we will study later on. 
For each of the frameworks we provide all the relevant links in the “List of 
 eferences” section. Any additional links needed will be added as a footnote in the 
text. 
4.3.1.1. APQC’s Process Classification Framework (PCF) 
The 2nd   F category, “2.0  evelop and Manage  roducts and  ervices”, is the one 
we will study in this chapter. It includes all the processes for the development of new 
products, as shown in Figure 52.  
We will study two of the three process groups that exist in this category, the: (1) 
govern and manage product/service development program and (2) generate and 
define new product/service ideas. These groups have three and four process sub-
groups respectively, of the 7 in total. They contain 64 “R&D”-related processes. 
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Figure 52: 2.0 Develop and Manage Products and Services APQC, 2018, p.6-7) 
4.3.1.2. Business Process Framework (eTOM) 
The “ roduct  omain” of the eTOM framework is the one containing all the “R&D”-
related processes (Figure 53). There are nine process categories here and we will 
study four of them. These are: (1) Product Specification & Offering Development & 
Retirement, (2) Product & Offer Portfolio Planning, (3) Product Lifecycle 
Management and (4) Product Performance Management; Figure 54-Figure 57 show 
an overview of them. The “ roduct Offering  urchasing” was included in the 
studying of the “ ales” process area and the rest belong to the “ roduct 
Management” process area. 
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Figure 53: The "Product" domain of the eTOM model (TM Forum, 2016) 
 
Figure 54: The "Product Specification & Offering Development & Retirement" group of processes (TM Forum, 
2016) 
 
Figure 55: The "Product & Offer Portfolio Planning" group of processes (TM Forum, 2016) 
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Figure 56: The "Product Lifecycle Management" group of processes (TM Forum, 2016) 
 
Figure 57: The "Product Performance Management" group of processes (TM Forum, 2016) 
Each of the process groups contains between two and nine process sub-groups and 
processes on a second-level analysis, of the 19 in total. 
The last group that contains processes regarding product development is the 
“Knowledge &  esearch Management”, which is shown in Figure 58. It includes three 
process sub-groups with market research-related processes. 
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Figure 58: The "Knowledge & Research Management" category of processes (TM Forum, 2016) 
4.3.1.3. COBIT 
There are three process groups in COBIT that we will study for the “ esearch and 
 evelopment” area. These are: (1) APO04. Managed Innovation, (2) BAI02. Managed 
Requirements Definition and (3) BAI03. Managed Solutions Identification and Build. 
The contents of each are shown in Figure 59-Figure 61. 
 
Figure 59: The "APO04. Managed Innovation" group of processes (ISACA, 2018, p.83) 
 
Figure 60: The "BAI02. Managed Requirements Definition" group of processes (ISACA, 2018, p.165) 
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Figure 61: The "BAI03. Managed Solutions Identification and Build" group of processes (ISACA, 2018, p.176) 
These groups include between four and 12 business processes, of the 22 in total. Not 
all of these processes are relevant to this area, as we will see in the comparison that 
follows. 
4.3.1.4. Oracle 
Oracle’s  eople oft software has a separate module for “ roduct development”16. It 
includes four process categories, three of which contain “ esearch &  evelopment”-
related processes. These are: (1) product development overview, (2) define quality 
environment and (3) deploy manufacturing specifications and the contents of each 
are shown in Figure 62. Each includes between one and six processes, of the 10 in 
total. 
                                                     
16
 https://docs.oracle.com/cd/F19196_01/fscm92pbr32/eng/fscm/index.html (Accessed 1 July 2019) 
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Figure 62: Some of the processes included in the "Product Development" module, PeopleSoft Financial and 
Supply Chain Management 9.2 (Oracle, 2019) 
4.3.1.5. SAP 
Moving on to    , we will once again study the “SAP Best Practices for SAP S/4HANA 
(on premise)” solution package17. SAP has a separate module regarding product 
development, called “ &   Engineering” (Figure 63). It includes four business 
process categories, which are: (1) product compliance, (2) product engineering, (3) 
product lifecycle management and (4) project control. There are 20 processes in 
total in this module.  
                                                     
17
 https://rapid.sap.com/bp/BP_OP_ENTPR (Accessed 1 July 2019) 
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Figure 63: The list of processes included in the "R&D/ Engineering" module of SAP Best P     es  o   AP 
    A A (on   e ise) solution package (SAP, 2019) 
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4.3.2. Comparison 
We will now move on to compare the frameworks presented (Table 5) for the 
“ esearch &  evelopment” section. PCF was selected once again as a base for this 
comparison. 
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Table 5: Research & Development frameworks comparison 
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  F follows a simple categorization for the “ esearch and  evelopment” section, as 
it only has two process categories. As for the other frameworks, many of their R&D 
processes are not included in this PCF category,”2.0 Develop and Manage Products 
and  ervices”, but in other categories and we will study them in the respective 
sections of the thesis. 
If we take a closer look at the eTOM model, it appears to be very detailed regarding 
the “ & ” processes, as there are six different related categories, some of which are 
more detailed than the PCF ones. 
Moving on to  O IT, we can see that apart from the “ esearch and  evelopment”, it 
also includes some strategy-related processes. However we will not study them in 
this chapter, as the comparison is PCF-based and that framework has a separate 
category for the strategy processes. The rest of the COBIT model seems to cover 
most of the PCF operations. The main difference we can see is that the first PCF 
category is way more detailed than the respective COBIT processes. As mentioned 
before, COBIT is IT-oriented, thus all these processes are IT-related.  
The Oracle “ roduct  evelopment Overview” category includes some processes 
regarding the market analysis, and it also serves as a connection of the other 
processes included in this module, that’s why we use it in the comparison. In 
general, the framework is not as detailed as others, for example COBIT. 
Last but not least, the SAP framework has a separate “R&D” module, which includes 
basic “R&D” processes. However, like Oracle, it is not as detailed as the others.  
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4.4. Product Management 
 ccording to  roduct lan  2019  “Product management is the practice of 
strategically driving the development, market launch, and continual support and 
improvement of a company’s products”. The main goal of this process area is to 
develop new products that are better than the ones existing already and create 
value for the customer (projectmanager.com, 2019).  
 s mentioned in the introduction of the “ esearch &  evelopment” section, the 
development of new ideas and products is considered to take place in that process 
area. The “ roduct Management” area begins by building the prototype product and 
continues with the necessary testing, refining and finalization of the characteristics, 
which are necessary steps in order to move on to the “ roduction” process area.  
4.4.1. Frameworks 
We will now present the four frameworks we will study for the “ roduct 
Management” process area, which are: (1) PCF, (2) eTOM, (3) COBIT and (4) Oracle.  
For each of the frameworks we provide all the relevant links in the “List of 
 eferences” section.  ny additional links needed will be added as a footnote in the 
text. 
4.4.1.1. APQC’s Process Classification Framework (PCF) 
The 2nd   F category, “2.0  evelop and Manage  roducts and  ervices”, is the one of 
interest to us for the “ roduct Management” comparison. It includes all the 
processes for the development of new products, as presented in Figure 52 of the 
“ & ” section. 
Here, we will study the 3rd process group, the “2.3. Develop products and services”. 
It includes all the processes following the idea of a new product, until the actual 
production. It has three process sub-groups and 35 processes in total. 
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4.4.1.2. Business Process Framework (eTOM) 
For the “ roduct Management” purposes we will study again the “ roduct  omain” 
of the model, as it was presented in Figure 53 of the “R&D” process area. We will 
study four process groups, which are: (1) Product & Offer Capability Delivery, (2) 
Product Specification & Offering Development & Retirement, (3) Product Capacity 
Management and (4) Product Configuration Management. An overview of each 
process group is shown in Figure 64-Figure 67. 
 
Figure 64: The "Product & Offer Capability Delivery" group of processes (TM Forum, 2016) 
 
Figure 65: The "Product Support & Readiness" group of processes (TM Forum, 2016) 
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Figure 66: The "Product Capacity Management" group of processes (TM Forum, 2016) 
 
Figure 67: The "Product Configuration Management" group of processes (TM Forum, 2016) 
Each of the process groups contains between two and six process sub-groups and 
processes on a second-level analysis, of the 12 in total. 
4.4.1.3. COBIT 
For the COBIT model we will study the same process groups as we did in the 
“ esearch &  evelopment” process area. These were: (1) APO04. Managed 
Innovation, (2) BAI02. Managed Requirements Definition and (3) BAI03. Managed 
Solutions Identification and Build. The contents of each were presented in Figure 59-
Figure 61 of the “ & ” section of the thesis. 
Last but not least, another group of processes that is useful to us for the “ roduct 
Management” section is the “  I10. Managed  onfiguration” (Figure 68). 
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Figure 68: The "BAI10. Managed Configuration" group of processes (ISACA, 2018, p.217) 
This group includes five processes, some of which are relevant to and will also be 
studied in the “Information Technology  IT  &  ata” process area. 
4.4.1.4. Oracle 
For the “ roduct Management” process area we will focus again on Oracle’s 
“ roduct development”18 module, as we did in the “R&D” area. It includes four 
process categories, three of which are relevant for this section. These are: (1) design 
product, (2) define quality environment and (3) deploy manufacturing specifications. 
The contents of the first group are presented in Figure 69, while the contents of the 
rest were presented in Figure 62 of the “ esearch &  evelopment” section. In total 
we will study 16 processes of in this module. 
                                                     
18
 https://docs.oracle.com/cd/F19196_01/fscm92pbr32/eng/fscm/index.html (Accessed 1 July 2019) 
95 
 
 
Figure 69: The processes included in the "Design Product" group of the "Product Development" module, 
PeopleSoft Financial and Supply Chain Management 9.2 (Oracle, 2019) 
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4.4.2. Comparison 
We will now move on to compare the frameworks presented (Table 6) for the 
“ roduct Management” process area. PCF will once again serve as a base for this 
comparison. 
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Table 6: Product management frameworks comparison 
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PCF can be characterized as concise, as it only has one “ roduct Management”-
relevant group of processes. However, it includes all the basic processes.  
Moving on to the eTOM model, apart from the “ roduct Management” processes, it 
also has a process group named “ roduct  apacity Management” that is related to 
the products of the telecommunications sector. Since it is the only framework that 
specializes in this sector, none of the other frameworks mention a similar process 
group. In general, eTOM appears to be very detailed for this process area. 
If we take a look at COBIT, we can see that it is the most detailed framework of the 
ones we studied in this process area and this is the main difference from the PCF. As 
mentioned before, COBIT is IT-related, thus the processes concern only IT-related 
products.  
Last but not least, Oracle includes some processes regarding the design and the 
quality of the product, but it is very concise compared to the rest of the frameworks.  
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4.5. Procurement 
 ccording to Ward  2018  “Procurement is the sourcing and purchasing of goods and 
services for business use from an external source”. This is the section in which we 
will study the processes that deal with acquiring the necessary supplies for an 
enterprise. 
4.5.1. Frameworks 
The “Procurement” process area, which includes with supplier management 
processes, is a part of the following frameworks: (1) IMM Approach, (2) PCF, (3) 
SCOR, (4) Oracle and (5) SAP. Some of them have separate sections for the physical 
products and the services. We will not study the eTOM and COBIT frameworks in this 
section, as they don’t include “Procurement” processes. 
Most of the frameworks suggest that these processes belong to the “ roduction” 
area. However, we consider all the supplier-related processes to be in a separate 
business process area, and that’s the reason why we will study and compare them 
separately. For each of the frameworks we provide all the relevant links in the “List 
of  eferences” section.  ny additional links needed will be added as a footnote in 
the text. 
4.5.1.1. Integrated Modeling Method (IMM™) 
The IMM Approach has a process category named “Manufacture Motor  pares” 
(Figure 5) with all the production processes. The second process group in this 
category is the “ cquire  aw Materials”, and it’s the one containing processes 
regarding the procurement. 
4.5.1.2. APQC’s Process Classification Framework (PCF) 
The PCF framework has supplier-related processes in its 4th and 5th category, “ .0 
 eliver  hysical  roducts” and “ .0  eliver  ervice”. Each of these categories 
includes one relevant process group.  
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The 2nd group of processes in the “ .0  eliver  hysical  roducts” category (Figure 
70) is named “4.2.  rocure materials and services” and it’s the one we will study. It 
includes five process sub-groups with 28 processes in total. There are also some 
relevant processes in the “4.1.  lan for and align supply chain resources” process 
group, regarding the strategies followed by the enterprise. The rest of the processes 
are part of the “ roduction” and “Logistics” process areas. 
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Figure 70: 4.0 Deliver Physical Products (APQC, 2018, p.11-12) 
The group we will study from the “5.0 Deliver Service” category is named “Manage 
service delivery resources” and it includes three process sub-groups and 25 
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processes (Figure 71). The other two process groups will be studied in the 
“ roduction” section of the thesis. 
 
Figure 71: 5.0 Deliver Service (APQC, 2018, p.13) 
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4.5.1.3. SCOR 
As a supply-chain-management model, SCOR is very detailed regarding the 
“ roduction, “ rocurement” and “Logistics” related processes. The process groups 
we will study for the “ rocurement” area are included in the “ lan” and “ ource” 
management process, as shown in Figure 72 and Figure 73 . 
 
Figure 72: Part of the "Plan" management process (APICS, 2017, p.3) 
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Figure 73: The "Source" management process (APICS, 2017, p.3) 
In the “ eturn” management process there are some groups that are also of interest 
to us. These are shown in Figure 74, and they refer to source-product returns. 
106 
 
 
Figure 74: Part of the "Return" management process (APICS, 2017, p.3) 
4.5.1.4. Oracle 
The processes in  eople oft’s “ rocurement and Materials Management” module 
are the ones that compose Oracle’s “ rocurement” process area. Figure 75 provides 
an overview of its contents. 
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Figure 75: The processes included in the "Procurement and Materials Management" module, PeopleSoft 
Financial and Supply Chain Management 9.2 (Oracle, 2019) 
The “ rocurement and Materials Management” has nine process groups, each of 
which includes between one and 13 processes, of the 56 in total.  
4.5.1.5. SAP 
For the     framework, we will once again focus on the “SAP Best Practices for SAP 
S/4HANA (on premise)” package19 (Figure 18). The module that is relevant to the 
                                                     
19
 https://rapid.sap.com/bp/BP_OP_ENTPR (Accessed 28 June 2019) 
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“Procurement” process area is the “ ourcing and procurement”. It consists of six 
process groups: (1) central procurement, (2) invoice management, (3) operational 
procurement, (4) procurement analytics, (5) sourcing and contract management and 
(6) supplier management. Figure 76 demonstrates the processes included in these 
groups that are 44 in total.  
 ome processes of the “Invoice Management” group won’t be studied here, as they 
belong to the “Finance” process area.  
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Figure 76: The list of processes included in the "Sourcing and Procurement  odule o   AP  est P     es  o  
 AP     A A (on   e ise) solution package (SAP, 2019) 
The “Quality Management” process group of the “Manufacturing” module also 
includes some procurement processes. The contents of this group are shown in 
Figure 77. 
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Figure 77: The list of processes included in the "Manufacturing  odule o   AP  est P     es  o   AP     A A 
(on   e ise) solution package (SAP, 2019) 
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4.5.2. Comparison 
We will now move on to compare the frameworks for the “Procurement” process 
area (Table 7). PCF serves once again as base for the comparison.  
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Table 7: Procurement frameworks comparison 
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As mentioned in the beginning of this section, the first thing we noticed while 
studying the frameworks is that most of them don’t have a separate “Procurement” 
process area, as they include these processes in the “ roduction”.  
PCF includes processes both the basic supplier-related processes as well as for the 
planning of the related strategies.  
The IMM Approach is the simplest model we’ve studied, as it is the only one that has 
all the “Procurement”-related processes in one group. 
SCOR seems to be the most detailed framework we’ve studied, having 
“Procurement”-related processes in all of its major management processes. It is very 
detailed both for the procurement planning, as well as its execution. 
Moving on to the Oracle framework, we can see that all the “Procurement” 
processes are included in one module, the “ rocurement and Materials 
Management” one. 
 imilarly, the respective     processes are included in the “ ourcing and 
 rocurement” module. The main difference here is that the “Quality Management” 
group of the “Manufacturing” module contains all the quality inspection-related 
processes for all the stages of the “ roduction”.  
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4.6. Production 
We will now present the “ roduction” process area. According to Kenton (2018) 
Production “refers to the processes and techniques that are used to convert raw 
materials or semi-finished goods into finished products or services with or without 
the use of machinery”. These are the processes we will study in this section, 
according to what the frameworks propose. 
4.6.1. Frameworks 
The frameworks we will present are five, which are: (1) IMM Approach, (2) PCF, (3) 
SCOR, (4) Oracle and (5) SAP. Some of them have separate sections for the physical 
products and the services, for example PCF. However, both of these belong in the 
“ roduction” process area, thus we will present all cases here. For each of the 
frameworks we provide all the relevant links in the “List of  eferences” section.  ny 
additional links needed will be added as a footnote in the text. 
We will not study the eTOM and  O IT frameworks in this section, as they don’t 
include a “ roduction” section. 
4.6.1.1. Integrated Modeling Method (IMM™) 
The process category of the IMM Approach that we will study in this section is again 
the “Manufacture Motor  pares”, as this is the one that includes processes regarding 
the “ roduction” operations.  
If we take a look at Figure 5 of Chapter 3, we see that there are three process groups 
in this category, which are: (1) build production schedule, (2) acquire raw materials 
and (3) produce motor spares. For the comparison of the “ roduction” category of 
the frameworks we will use the first and the third process group, as the second one 
that refers to buying the raw materials needed for the production belongs to the 
“Procurement” process area. 
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4.6.1.2. APQC’s Process Classification Framework (PCF) 
The PCF categories we will study are “ .0  eliver  hysical  roducts” and “ .0  eliver 
 ervice”, as presented in Figure 70 and Figure 71 of the “ rocurement” section of 
the thesis. 
As we discussed there, the first category, “ .0  eliver  hysical  roducts”, includes 
four process groups, of which we will study the first: plan for and align supply chain 
resources and the third: produce/ assemble/ test product. The contents of each 
group were shown in Figure 70 of the “ rocurement” section of the thesis. Each of 
them includes between four and eight process sub-groups, of the 12 in total. These 
sub-groups contain 86 processes, of the 146 of the “ .0  eliver  hysical  roducts”. 
The other two groups that will not be studied here belong to the “ rocurement” and 
the “Logistics” process areas. 
The second category, “ .0  eliver  ervice”, includes three process groups. We will 
study two of them, which are: (1) establish service delivery governance and 
strategies and (2) deliver service to customer. Each of these groups contains 
between two and three process sub-groups, of the five in total. They consist of 41 
processes, of the 67 that are in the 5th PCF category. The third group, with the other 
26 processes, was discussed in the previous section of the thesis, as it is 
“Procurement” related. 
4.6.1.3. SCOR 
Since SCOR is a supply chain management model, it describes the production 
processes in a very detailed way, compared to the rest of the model. The process 
groups we will study are included in various major management processes. Figure 
78-Figure 80 show the groups as well as the contents of each. 
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Figure 78: The "Plan" management process (APICS, 2017, p.3) 
 
Figure 79: The "Make" management process (APICS, 2017, p.3) 
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Figure 80: "sE6. Manage Supply Chain Contracts" (APICS, 2017, p.3) 
4.6.1.4. Oracle  
The Oracle framework doesn’t draw a distinction between physical products and 
services. We will study one  eople oft’s module, which is named “ roduction”, as 
shown in Figure 8120. The contents of the group are shown in Figure 82. 
                                                     
20
 https://docs.oracle.com/cd/F19196_01/fscm92pbr32/eng/fscm/index.html?focusnode=home 
(Accessed 27 June 2019) 
122 
 
 
Figure 81: The PeopleSoft Financial and Supply Chain Management 9.2 process map (Oracle, 2019) 
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Figure 82: The processes included in the "Production" module, PeopleSoft Financial and Supply Chain 
Management 9.2 (Oracle, 2019) 
The “ roduction” module consists of four process groups. The groups have between 
one and nine processes, of the 21 in total. 
There are also some relevant processes in the “Order Fulfillment” module, which 
mainly serve as a connection between the basic “ roduction” processes. Figure 83 
provides an overview of them. 
 
Figure 83: The processes included in the "Order Fulfillment" module, PeopleSoft Financial and Supply 
Chain Management 9.2 (Oracle, 2019) 
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We notice that Oracle includes the invoicing and payment processes in the “Order 
Fulfillment” module. What is more, it also includes customer contracts-related 
processes, as we saw in the “ ales” chapter. These process groups will not be 
included in this chapter’s comparison. 
4.6.1.5. SAP 
Moving on to     framework, we will once again focus on the “SAP Best Practices for 
SAP S/4HANA (on premise)” package21 (Figure 18). Same as Oracle,     doesn’t draw 
a distinction between physical products and services.  
The module we will study for the “ roduction” section is called “Manufacturing”. It 
includes four groups, which are: (1) extended production planning and scheduling, 
(2) production operations, (3) production planning and (4) quality management. The 
contents of each group are shown in Figure 77 of the “ rocurement” section. This 
module includes 33 processes. 
  
                                                     
21
 https://rapid.sap.com/bp/BP_OP_ENTPR (Accessed 28 June 2019) 
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4.6.2. Comparison 
We will now move on to compare the “ roduction” process area of the frameworks 
(Table 8). PCF was once again used as a base for the comparison. 
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Table 8: Production frameworks comparison 
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The PCF framework is the only one that divides the product in two categories, 
physical product and service, thus there are some service-related processes that 
none of the other frameworks include.  
The IMM Approach framework is the one with the simplest categorization, having 
only two “ roduction” relevant categories. It includes the basic processes for 
“ roduction”. 
The SCOR model is very detailed regarding the product manufacturing, as it is a 
supply chain management model. What is more, it also includes a separate process 
category regarding the supply chain contracts, something that we don’t see in any of 
the other frameworks. 
The Oracle framework seems to have many similarities with the SAP one. This could 
be because of the fact that both of them are developed based on software. It covers 
all the basic “ roduction” processes. 
    also covers all the basic “ roduction” processes, and what is more they are all in 
the “Manufacturing” module whereas the rest of the frameworks have these 
processes in more than one categories.  
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4.7. Logistics 
 ccording to Kenton  2019  “Logistics is the overall process of managing how 
resources are acquired, stored, and transported to their final destination”. In this 
section we will study these processes of the frameworks. 
In this section we will study these storage and delivery processes, based on what 
each of the business process frameworks includes in their respective process areas. 
4.7.1. Frameworks 
The frameworks we will present for the purpose of this section are: (1) IMM 
Approach, (2) PCF, (3) SCOR, (4) Oracle and (5) SAP. For each of them we provide all 
the relevant links in the “List of  eferences” section.  ny additional links needed will 
be added as a footnote in the text. 
We will not study the eTOM and COBIT frameworks, as they refer to IT-related 
products, thus they don’t include a “Logistics” process area. 
4.7.1.1. Integrated Modeling Method (IMM™) 
The process category of the IMM Approach that we will study for the “Logistics” 
section is the “Transport Motor  pares and  aw Materials” one.  s we can see in 
Figure 5 of Chapter 3, it consists of three process groups, which are: (1) provide 
transport fleet, (2) distribute motor spares and (3) collect raw materials from 
suppliers. 
4.7.1.2. APQC’s Process Classification Framework (PCF) 
The 4th PCF category, “ .0  eliver  hysical  roducts”, contains all the “Logistics”-
related processes. The main process group we will study is “4.4. Manage logistics and 
warehousing”, the contents of which are shown in Figure 70. It has four process sub-
groups with 32 processes. There are also some relevant processes in the “4.1. Plan 
for and align supply chain resources” process group, regarding the strategies that are 
set up and being followed in this process area. 
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4.7.1.3. SCOR 
The “Logistic”-related processes of the SCOR model are included in several process 
categories. Figure 84 - Figure 86 show the process groups and the contents of each. 
 
Figure 84: Part of the "Plan" management process (APICS, 2017, p.3) 
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Figure 85: The "Deliver" management process (APICS, 2017, p.3) 
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Figure 86: Part of the "Return" management process (APICS, 2017, p.3) 
What is more, there are some supply-chain-related processes in the "sE6. Manage 
Supply Chain Contracts" category, as shown in Figure 80, as well as some process 
groups in the “Make” and “ ource” processes, as shown in Figure 79 and Figure 73 
respectively.  
4.7.1.4. Oracle 
The Oracle process groups that are of interest to us for the “Logistics” process area 
are included in the “Order Fulfillment” module. These are: (1) deliver goods and (2) 
authorize return. The contents of each are shown in Figure 83 in the previous section 
of the thesis. 
Another process group that includes Logistics-relevant processes is the “Manage 
Inventory”, which is included in the “ rocurement and Materials Management” 
module (Figure 75 of the “ rocurement” section). 
4.7.1.5. SAP 
We will study the “SAP Best Practices for SAP S/4HANA (on premise)” package22 
(Figure 18), as we also did in the previous sections.  
                                                     
22
 https://rapid.sap.com/bp/BP_OP_ENTPR (Accessed 28 June 2019) 
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The “ upply  hain” module includes five process groups, which are: (1) advanced 
order promising, (2) advanced warehousing, (3) inventory, (4) order promising and 
(5) warehousing. These groups include in total 29 supply-chain management- related 
processes (Figure 87) and we will study 18 of them for the “Logistics” comparison. 
The rest of the processes were already studied in the “ rocurement” and 
“ roduction” process areas. They refer to procurement and quality management, 
and they are also included in the respective SAP modules. 
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Figure 87: The list of the “Logisti s”-related processes that are included in the "Supply Chain" module of SAP 
Best Practices for SAP S/4HANA (on   e ise) solution package (SAP, 2019) 
What is more, the module “ ales”, which was presented in the “ ales & Marketing” 
chapter (Figure 50  and includes the “Order and  ontract Management” process 
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category, is also relevant to the “Logistics” section. The processes that we will study 
here are the ones referring to customer returns.  
Last but not least, the “Manufacturing” module also has some related processes in 
the “Quality Management” process group, and we will refer to them in this chapter’s 
comparison. The contents of this group were presented in Figure 77 of the 
“Procurement” section of this thesis. 
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4.7.2. Comparison 
We will now move on to compare the frameworks for the “Logistics” section  Table 
9). PCF was used as a base for the comparison. 
136 
 
Table 9: Logistics framework comparison 
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The   F seems to be the only framework that has a separate “Logistics” category. 
However there are also some strategy-related processes in another category that we 
include in the comparison. 
The IMM Approach is very inclusive regarding the “Logistics” processes, as it has all 
the basic ones for the transportation, distribution and collection of the materials and 
products. If we compare this category to the other ones of the model we can safely 
reach the conclusion that this is the most detailed one.  
If we now turn to the SCOR model, we can see that once again it is the most detailed 
one, as it is a supply-chain management model. All its major management processes 
have are “Logistics” related, and they seem to cover most of the events that are 
possible to happen in this process area. 
The Oracle model is concise when it comes to the “Logistics” part of an enterprise, 
having only three related process groups. However, they seem to cover all the basic 
functions, which are the warehouse management, product delivery and returns 
management. 
Last but not least, the SAP framework has the most peculiar categorization, 
compared to the rest of the frameworks we studied, as it is the only one that has the 
processes that are related to the returns of the products in the “ ales” module. 
Other than that, all the “Logistics” related processes are included in a separate 
module, the “ upply  hain” one. Once again, some quality management processes 
that are relevant to this chapter are in the “Manufacturing” module.  
  
138 
 
4.8. Customer Service 
According to Grant and Kagan (2019), "Customer service is the process of ensuring 
customer satisfaction with a product or service. Often, customer service takes place 
while performing a transaction for the customer, such as making a sale or returning 
an item. Customer service can take the form of in-person interaction, a phone call, 
self-service systems, or by other means”. 
4.8.1. Frameworks 
We will now move on to compare three frameworks for the “ ustomer  ervice” 
process area of an enterprise. The frameworks we will study are: (1) PCF, (2) eTOM, 
(3) Oracle and (4) COBIT. 
For each of the frameworks we provide all the relevant links in the “List of 
 eferences” section. Any additional links needed will be added as a footnote in the 
text. 
4.8.1.1. APQC’s Process Classification Framework (PCF) 
The 6th process category of the framework contains processes related to customer 
service. It is called “6.0 Manage  ustomer  ervice”, and Figure 88 provides an 
overview of the process group. There are five process groups in this category, each 
of them containing between four and seven smaller process groups, of the 27 in 
total. This category contains 103 processes in total. 
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Figure 88: 6.0 Manage Customer Service (APQC, 2018, p.14-15) 
4.8.1.2. Business Process Framework (eTOM) 
The eTOM framework has a separate “ ustomer”  omain.  ll the processes included 
here, both the “Strategy, Infrastructure & Product” and the “Operations” ones, refer 
to customer service, relations and management. This domain contains 14 process 
groups, the five of which are of interest to us for the “ ustomer  ervice” process 
area. These are: (1) customer support & readiness, (2) customer experience 
management, (3) customer interaction management, (4) problem handling and (5) 
customer QoS/SLA management. Each of them contains between two and 11 smaller 
groups of processes, of the 34 in total. Figure 29 of the “Marketing” section of this 
thesis provides an overview of this domain and Figure 89–Figure 93 provide details 
of the five process groups we will study. 
141 
 
 
Figure 89: The "Customer Support & Readiness" group of processes (TM Forum, 2016) 
 
Figure 90: The "Customer Experience Management" group of processes (TM Forum, 2016) 
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Figure 91: The "Customer Interaction Management" group of processes (TM Forum, 2016) 
 
Figure 92: The "Problem Handling" group of processes (TM Forum, 2016) 
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Figure 93: The "Customer QoS/SLA Management" group of processes (TM Forum, 2016) 
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The rest of the process groups that exist in this domain refer to customer billing. 
Most of them will be studied in the “Finance” section, one of the support process 
areas, as this is the part where all the billing processes take place. The ones that will 
not be studied at all are the balance-related, as they are telecommunications-
specific. 
4.8.1.3. COBIT 
There are three process groups in the COBIT framework that we will study for the 
“ ustomer  ervice” process area. These are:  1  DSS02 - Managed Service Requests 
and Incidents, (2) DSS03 - Managed Problems and (3) APO11 — Managed Quality. 
Figure 94-Figure 96 provide an overview of the contents of each group. They contain 
between five and seven processes, of the 17 in total. 
 
Figure 94: "DSS02 - Managed Service Requests and Incidents" group of processes (ISACA, 2018, p.240) 
 
Figure 95: "DSS03 - Managed Problems" group of processes (ISACA, 2018, p.245) 
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Figure 96: "APO11 — Managed Quality" group of processes (ISACA, 2018, p.128) 
The last group, “APO11 — Managed Quality” refers to quality management. In this 
process area we will study these processes for the quality of the processes regarding 
the customer communications and services. However, we will also see the APO11 
group in the “Information Technology  IT  &  ata” process area, while studying the 
quality of the product and the services. 
4.8.1.4. Oracle 
Even though Oracle’s  eople oft software doesn’t include a specific “ ustomer 
 ervice” module, there are some relevant processes in the “Order Fulfillment” one 
(Figure 83 of the “ roduction” section). The processes that are of interest to us are 
the ones in the “ uthorize  eturns” process group, as the returns are part of the 
customer service experience.   
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4.8.2. Comparison 
We will now move on to compare the frameworks for the “Customer Service” 
process area (Table 10). PCF was once again used as a base for the comparison. 
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Table 10: Customer Service frameworks comparison 
PCF eTOM Oracle COBIT 
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 DSS02.03. Verify, approve and fulfill service requests 
DSS02.04. Investigate, diagnose and allocate incidents 
DSS02.05. Resolve and recover from incidents 
Customer Support & 
Readiness 
(EXTENSIVE) 
DSS02.06. Close service requests and incidents 
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s DSS03.02. Investigate and diagnose problems 
DSS03.03. Raise known errors (EXTENSIVE) 
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APO11.02. Focus quality management on customers 
APO11.03. Manage quality standards, practices and 
procedures and integrate quality management into 
key processes and solutions (CONCISE) 
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6.4. Manage product 
recalls and regulatory 
audits 
MISSING MISSING MISSING 
6.5. Evaluate customer 
service operations and 
customer satisfacion 
Customer Experience 
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APO11.04. Perform quality monitoring, control and 
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APO11.05. Maintain continuous improvement 
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APO11.01. Establish a quality management system 
(QMS) 
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By looking at the comparison we can see that all three models are very detailed 
regarding the “ ustomer  upport” processes. Let’s take a look at each of them 
separately. 
PCF, with five process groups, has the simplest structure of the frameworks we’ve 
studied. An interesting observation here is that it includes processes for product 
recalls and regulatory audits, something we don’t see in any of the other 
frameworks. The reason for this could be that eTOM is build around 
telecommunications and COBIT is IT-related, thus neither has a physical product to 
recall. 
Moving on to eTOM, since it has a separate “ ustomer  omain”, it is very detailed 
regarding “ ustomer  ervice”. It might be concise in some process groups, compared 
to   F, but it is important to note that it includes some “ ustomer  ervice”-related 
processes that   F doesn’t, for example support billing events, balance, billing 
invoice, charging and more detailed quality management processes. 
 s far as Oracle is concerned, there are no “ ustomer  ervice” related processes but 
the ones referring to product returns, and more specifically the return authorization. 
Last but not least, similarly to eTOM, COBIT is also very detailed in its “ ustomer 
 ervice” process area. The main difference between this framework and PCF is that 
COBIT contains processes for establishing a quality management system, like eTOM 
does. 
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5. Support Process Areas 
In this chapter we will discuss the support process areas of the enterprise. Similarly 
with the previous chapter, each section begins with a definition of the process area 
that will be studied, followed by the presentation of the frameworks. At the end of 
each section we will present a comparison made between the frameworks, as well as 
our conclusions. 
5.1. Human Resources (HR) 
 ccording to Kenton  2019  “Human resources or HR is the company department 
charged with finding, screening, recruiting, and training job applicants, and 
administering employee-benefit programs. As companies reorganize to gain a 
competitive edge, HR plays a key role in helping companies deal with a fast-changing 
environment and the greater demand for quality employees”.  
Another definition for the    is “Human Resources is also the function in an 
organization that deals with the people and issues related to people such as 
compensation and benefits, recruiting and hiring employees, onboarding employees, 
performance management, training, and organization development and culture” 
(Heathfield, 2019).  
In this section of the thesis we will present all these processes that belong to the HR 
department of an enterprise.  
5.1.1. Frameworks 
All of the frameworks we studied so far have a separate business process category 
regarding the Human Resources management, which we will now study. In addition 
to these, three more HR-specific frameworks will be introduced and studied later in 
this section. In total we will present 10 frameworks, which are: (1) IMM Approach, 
(2) PCF, (3) SCOR, (4) eTOM, (5) COBIT, (6) HCBRM, (7) Software AG, (8) Signavio, (9) 
Oracle and (10) SAP. 
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The frameworks were selected based on their structure, as the analysis and the 
levels of hierarchy they include offer a common ground based on which a 
comparison will take place in the following section. For each of the frameworks we 
provide all the relevant links in the “List of  eferences” section.  ny additional links 
needed will be added as a footnote in the text. 
5.1.1.1. Integrated Modeling Method (IMM™) 
One of the process areas in the IMM Approach is the “Provide Human Resources”.  
We see that there are four process categories included, as they were demonstrated 
in Figure 5 in Chapter 3 of the thesis. There categories are: (1) recruit personnel, (2) 
train personnel, (3) pay personnel and (4) dismiss personnel. 
5.1.1.2. APQC’s Process Classification Framework (PCF) 
The 7th PCF group, “7.0 Develop and Manage Human Capital”, contains nine process 
categories as shown in Figure 97. These categories are: (1) develop and manage 
human resources planning, policies and strategies, (2) recruit, source and select 
employees, (3) manage employee on boarding, development and training, (4) 
manage employee relations, (5) reward and retain employees, (6) redeploy and 
retire employees, (7) manage employee information and analytics, (8) manage 
employee communication and (9) deliver employee communications. 
Each of these categories includes between zero and seven processes on third level 
analysis. In general,   F’s  evelop and Manage  uman  apital group contains 1   
processes. 
APQC provides further details and a description for every process in the Excel file of 
the framework.  
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Figure 97: 7.0 Develop and Manage Human Capital (APQC, 2018, p.16-17) 
5.1.1.3. SCOR 
The   O  model has all the “ uman  esources”-related processes in the “Enable” 
category. The group “sE  – Manage  upply  hain  uman  esources” is the one that 
is of interest to us in this section, as it includes all the processes needed to manage 
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the human capital in a supply chain model. Figure 98 shows the six processes 
included. 
 
Figure 98: The process groups included in the “sE  – Manage Supply Chain Hu  n Resou  es” (APICS, 2017, 
p.3) 
As we already mentioned, there is a section in SCOR called “ eople”, which is divided 
into three smaller sections: (1) skills, (2) experience and (3) training. It doesn’t 
include any processes, but all employee characteristics that are essential in order to 
perform them. 
5.1.1.4. Business Process Framework (eTOM) 
Moving on to the Business Process Framework (eTOM) and the “ uman  esources 
Management” category of the enterprise domain, we see that on a second level 
analysis there are five groups of processes, which are: (1) HR policies and practices, 
(2) organization development, (3) workforce strategy, (4) workforce development 
and (5) employee and labor relations management. Figure 99 provides an overview 
of this category and Figure 100-Figure 103 demonstrate the contents of each process 
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group, when this information is provided. We can see that each of these five groups 
of includes between zero and nine processes, of the 22 in total. 
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Figure 99: The “Human Resources Management” category of the eTOM framework (TM Forum, 2016) 
 
Figure 100: The “HR Policies & Practices” group of processes (TM Forum, 2016) 
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Figure 101: The “Workforce Strategy” group of processes (TM Forum, 2016) 
 
Figure 102: The “Workforce Development” group of processes (TM Forum, 2016) 
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Figure 103: The “Employee & Labor Relations Management” group of processes (TM Forum, 2016) 
There is also one more category that refers to the human resources management, 
which is called “Workforce Management”, and it is in the “Resource Domain”  Figure 
104). This category includes processes regarding the workforce schedule, for 
instance working hour, work assignments and appointments. Figure 105-Figure 108 
provide an overview of the contents of each group, where this information is 
provided. 
 
Figure 104: The Workforce Management group of processes (TM Forum, 2016) 
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Figure 105: The "Manage Schedules & Appointments" group of processes (TM Forum, 2016) 
 
Figure 106: The "Plan and Forecast Workforce Management" group of processes (TM Forum, 2016) 
160 
 
 
Figure 107: The "Administer and Configure Workforce Management" group of processes (TM Forum, 2016) 
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Figure 108: The "Manage Work Order Lifecycle" group of processes (TM Forum, 2016) 
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In the TM forum’s tool for studying the eTOM framework one can find further 
information and details for the contents of each process group. The link of this tool is 
provided in the “List of  eferences” section. 
5.1.1.5. COBIT 
The COBIT framework is the most complex one that we’ve seen so far. We will focus 
on two groups of processes for studying the HR area. The first one is from the Align, 
Plan & Organize (APO) domain, the “APO07 – Managed Human Resources” group of 
processes, that contains all the processes that are of interest to us in this section of 
the thesis. Figure 109 demonstrates the processes included in the APO07 on a 
second level analysis.  
 
Figure 109: “APO07 – M n ged  u  n Resou  es” g ou  o    o esses (I ACA, 2018,  .102) 
The second group we will study is from the Evaluate, Direct & Monitor (EDM) 
domain of the model, titled “E M0  - Ensured  esource Optimization”. This group 
includes processes that determine the effective use of the available resources. As 
shown in Figure 110, it includes three processes on a second level analysis. These 
processes refer to both human and financial resources. 
 
Figure 110  “EDM0  - Ensu ed Resou  e O ti iz tion” g ou  o    o esses (I ACA, 2018,  . 7) 
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5.1.1.6. Human Capital Business Reference Model (HCBRM) 
The Human Capital Business Reference Model (HCBRM) was developed in 2017 by 
HR policy and industry experts on behalf of the United States Office of Personnel 
Management. The main goal of the model is to establish a common experience for 
all employees concerning the delivery of HR operations and services. As every 
business process model does, HCBRM provides a common language for all HR 
operations (Washington DC, United States Office of Personnel Management, 2017).  
As shown in Figure 111, HCBRM has four function categories, which are: (1) 
government-wide, (2) enabling, (3) employee lifecycle and (4) supporting. These 
functions include 15 process groups. 
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Figure 111: HCBRM model overview (United States Office of Personnel Management, 2017) 
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The government-wide functions are of no interest to us at this point, as they refer to 
strategies and policies followed by the government. We will study 10 process groups, 
A1- A10, as shown in Figure 112. These process groups include between one and six 
process sub-groups, of the 38 in total.  
 
Figure 112: The HCBRM model (United States Office of Personnel Management, 2017) 
5.1.1.7. Software AG  
Software AG is the second largest software company in Germany and the seventh 
largest in Europe. Founded in 1969, it has over 10,000 enterprise customers in over 
70 countries. Having more than 50 years of experience, they developed their own 
business process framework.  
According to Brooks and Garcia (2008),  oftware’s  G executives, the central HR 
processes are: (1) new employee recruitment, (2) employee onboarding and (3) 
performance management, as shown in Figure 113, which is a framework that could 
be useful in the HR approach of this thesis. The most important process here, as the 
writers suggest, is the employee onboarding, as it is the process linking recruitment 
of new hires to productive roles within an organization. 
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Figure 113: The central HR processes, according to Software AG (Brooks & Garcia, 2008) 
More precisely, the processes that refer to employee onboarding are divided into 
four groups. The first one (Pre-hire) includes the processes that take place before 
hiring the new employee, from the time an offer is made to the employee up until 
the moment it is accepted. This triggers the second group of processes (New hire), 
which includes all the processes that take place until the employee is ready to begin 
their first day on the job, for instance the assignment of an office and equipment. 
The third group (Provisional employment) includes all the processes that take place 
during the first period of time the employee works in the company and, last but not 
least, the fourth group (Vesting) includes all the processes that take place when the 
employee onboarding is at the end and their evaluation begins. Figure 114 provides 
an overview of the employee onboarding process. 
 
Figure 114: Employee Onboarding process phase (Brooks & Garcia, 2008) 
Brooks and Garcia (2008) also suggest that the same steps, but in reverse, could be 
used in the employee off-boarding process, as the tasks that would take place in 
such a case would be the same. 
Regarding the other two central HR processes, new employee recruitment and 
performance management, we were not able to come across any more information 
about the tasks they include, thus they will not be referred to. 
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5.1.1.8. Signavio 
Signavio is a software company, founded in 2009 by Gero Decker, Torben Schreiter, 
Nicolas Peters, Willi Tscheschner and Mathias Weske, in Germany. Its main product 
is Signavio Process Manager, a business process modeling online tool. Signavio has 
developed its own proposals for business process management as examples.  
Figure 115 shows an overview of their proposal for the Human Resources 
Management, on a second level analysis. We can see that there are three process 
groups in the “ uman  esources” category, which are:  1  employee recruitment,  2  
employee development and (3) employee redundancy and discharge. Each of these 
groups includes between one and four process sub-groups on a second level 
analysis, of the 10 in total. 
 
Figure 115: Signavio's Human Resources Management (Signavio, 2019) 
We can see that there is also a “ ayroll  ccounting” process group, with processes 
regarding the payment of salaries and bonuses. This group will also be studied in the 
“Finance” section, with all the other accounting processes. 
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5.1.1.9. Oracle 
As it was mentioned in the previous chapter of this thesis, Oracle offers a human 
capital management (HCM) system in the PeopleSoft latest version, 9.2. Instead of 
using and presenting the process map documentation of the 12th process category 
(staffing) of the FSCM PeopleSoft system, we will use the process map of this HCM 
PeopleSoft system23, as it refers specifically and exclusively to human resources and 
thus the processes included are more detailed than the FSCM ones. 
As Figure 116 demonstrates, there are four process categories that refer to the 
management of human resources. These are: (1) recruiting, (2) deployment, (3) 
development and (4) reward.  
 
Figure 116: PeopleSoft Human Capital Management 9.2 process map (Oracle, 2019) 
On a second level analysis, these four process categories include between four and 
seven groups of processes, of the 23 in total (Figure 117). 
                                                     
23
 https://docs.oracle.com/cd/F17865_01/hcm92pbr30/eng/hcm/index.html (Accessed 14 May 2019) 
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Figure 117: The processes included in the HCM PeopleSoft software, version 9.2 (Oracle, 2019) 
5.1.1.10. SAP 
As it was mentioned in the chapter of the first-level analysis, SAP ERP is consisted of 
different modules, which are hosted on the same database. The Human Resources 
(HR) module is the one of interest in this section, as it includes all the processes and 
tasks for the personnel recruitment, time management and evaluation. More 
precisely, the most important process categories of the HR module according to 
Tatsiopoulos and Chatzigiannakis (2008) are: (1) personnel management, (2) time 
management, (3) personnel development, (4) organization management, (5) training 
and event management, (6) recruitment, (7) personnel cost planning and (8) 
employee self-service, and according to Giannadakis (2017) these categories are: (1) 
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organizational management, (2) personnel administration, (3) recruitment time 
management, (4) management personnel cost, (5) planning budget, (6) payroll 
benefits compensation, (7) personnel management, (8) development training & 
event management and (9) travel management. 
As stated in the previous section, SAP offers a variety of solution packages in the 
latest version, SAP S/4HANA, of the ERP software. As far as human resources 
management is concerned, there are 15 available solution packages24, as shown in 
Figure 118. Most of these packages offer solutions for specific HR functions, with 
   ’s  uccessFactors software. These functions include service centre management, 
payroll management, compensation management, performance evaluation 
management and learning management. Other solution packages focus on data 
migration between systems.  
What is more, it should be noted that the HR SAP module and the processes it 
contains are very country-specific, as there are different laws in every country 
regarding the employment, the taxes and the benefits (Hernandez, 1999). For this 
reason, SAP offers solution packages for specific regions, like United Arab Emirates.  
Many companies, that now begin to use SAP ERP software, choose to implement 
some of the rapid-deployment solution packages, as these solutions are easier to 
implement, the results are direct and the return on investment (ROI) is higher 
(Chatzis, 2006).  
 
                                                     
24
 https://rapid.sap.com/bp/#/browse/categories/lines_of_business/areas/human_resources 
(Accessed 16 May 2019) 
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Figure 118   AP's “ u  n Resou  es” solution packages (SAP, 2019) 
The SAP Best Practices for S    uccessFactors Employee  entral 25 is the SAP solution 
for the basic HR processes, thus this is the solution package we will use for this 
study. As shown in Figure 119, there are six HR process categories, which are: (1) HR 
administration, (2) time & attendance management, (3) organizational data 
management, (4) global mobility, (5) contingent workforce management and (6) 
integration. These categories include 17 processes in total. 
 
                                                     
25
 https://rapid.sap.com/bp/BP_SFSF_EC (Accessed 11 April 2019) 
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Figure 119: “SAP Best Practices for SAP SuccessFactors Employee Central” solution package (SAP, 2019) 
The last category (integration) refers to another solution package that was 
mentioned before, the SAP Best  rac ces for      uccessFactors Employee  entral 
 ayroll 26. As shown in Figure 120, this package includes three process categories, 
which are: (1) HR basic transaction, (2) time management and (3) payroll processing. 
These categories include 12 processes in total, seven of which are included in the 
previous package and five are introduced in this one for the first time.  
                                                     
26
 https://rapid.sap.com/bp/BP_SFSF_PY (Accessed 11 April 2019) 
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Figure 120: “SAP Best Practices for SAP SuccessF  to s E  loyee Cent  l P y oll” solution package (SAP, 2019) 
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5.1.2. Comparison 
We will now compare the frameworks we studied. We will use PCF as a base for the 
comparison, as it is the most detailed framework we studied and the most widely 
known and used by enterprises. The comparison is presented in Table 11.  
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Table 11: Human Resources frameworks comparison 
PCF IMM SCOR eTOM COBIT HCBRM Software AG Signavio Oracle SAP 
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Acquisition 
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1. HR 
Administration 
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management 
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1.3. 
Workforce 
Strategy 
5. Contingent 
Workforce 
Management 
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PCF IMM SCOR eTOM COBIT HCBRM Software AG Signavio Oracle SAP 
7.3. Manage 
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7.4. Manage 
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relations 
MISSING MISSING 
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& Labor 
Relations 
Management 
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A7. Employee 
Relations and 
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MISSING MISSING MISSING MISSING 
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Performance 
Management 
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Accounting 
2. Deployment 6. Integration 
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PCF IMM SCOR eTOM COBIT HCBRM Software AG Signavio Oracle SAP 
APO07.04. Assess 
and recognize/ 
reward employee 
job performance 
4. Reward 
7.6. Redeploy 
and retire 
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(CONCISE) 
3. 
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MISSING 
2. Deployment 
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At first glance, we can see that some frameworks are more detailed than others, as 
they include more HR processes, for example PCF. Others do not include as many 
categories and processes, like Software AG. What is more, only a few process 
categories seem to be the exact same between the frameworks and that is a result 
of the different way each framework is structured. Thus, the processes included in 
one category of a framework might be included in two or more categories of a 
different framework. For example, the   F’s “7.2. Recruit, source, and select 
employees” process category includes processes that show up in    ’s “HR 
Administration”, “Organizational Data Management” and “Contingent Workforce 
Management” categories.  
If we take a closer look at the Table 6, it is certain that PCF is the most detailed one, 
as it includes more process categories than the others on a first level as well as a 
second level analysis. Some of the PCF process groups do not exist in the other 
frameworks, like group “7.8. Manage employee communication” and “7.9. Deliver 
employee communications” that refer to employee relations. 
As long as the IMM Approach is concerned, it has the most simplified categorization 
compared to the rest of the frameworks. Nevertheless, it includes most of the 
functions that take place in the basic industry sectors.   
Moving on to SCOR model, we can see that it includes most of the basic HR 
processes. However, as SCOR is a supply chain management model all the process 
categories included are related to the supply chain. Thus, the HR processes mainly 
focus on linking the skills the employees have with the skills required and the 
training that may be needed. This is the reason why there are not processes 
concerning payments, evaluation after training, time management or employee 
relations. 
The eTOM framework includes only the basic HR management processes, with only 
five categories, thus it could be characterized as concise. The sixth category that we 
also considered for this comparison, the “Workforce Management”, includes 
processes regarding the workforce schedule, something that we only see in the SAP 
framework as a separate category  “Time &  ttendance Management” . It is worth 
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mentioning that this framework emphasizes on the employee relations, by having a 
separate business process category that refers to these processes, something that 
we only see in more detailed frameworks, such as PCF and HCBRM. 
Turning now to the COBIT framework, it is structured differently than the others, 
because as we mentioned it is IT-oriented. Two out of the six HR-related process 
groups include processes regarding the IT usage within the company, something that 
we didn’t come across in any of the other frameworks we studied. What is more, 
 O IT doesn’t include processes about employee time management. 
The next framework we studied is HCBRM. Even though it is designed specifically for 
the U  government’s human capital management, it is the one that comes closest to 
the PCF structure.  s shown in Table 2,     M’s process categories are similar to 
  F ones.  owever,     M doesn’t include processes about employee time 
management, payroll management and employee mobility. 
 s for the  ignavio model, we can see that it covers most of the “ uman  esources” 
basic processes.  owever, it doesn’t include processes regarding the employee 
relations and communication, something that we can see in PCF. What is more, it has 
a separate payroll process category, which belongs and will be studied in the 
“Finance” section of the support process areas, as it refers to accounting processes. 
As far as the Oracle PeopleSoft framework is concerned, even though it includes only 
four process categories, it is structured in such a way as to include all basic HR 
processes, minus the ones about personnel dismissal. 
The part of  oftware  G’s human resources framework we were able to find includes 
processes about employee recruitments, but not for employee payments and 
separation.  
Last but not least, the SAP solution package we chose to study seems to cover all 
basic HR processes, even though only 17 are included while for instance PCF includes 
135. What is more, the processes about time management are way more detailed 
than the rest of the frameworks we discussed, whereas the processes concerning 
company policies and strategies are more concise.  
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5.2. Finance 
 ccording to Kurt  2019  “Finance is a broad term that describes activities associated 
with banking, leverage or debt, credit, capital markets, money, and investments. 
Basically, finance represents money management and the process of acquiring 
needed funds”. 
Finance is divided into three sub-categories, which are: (1) Personal, (2) Corporate 
and (3) Public. The second category is the one of interest to us for studying the 
“Finance” process area of an enterprise.  ccording to Kurt  2019  “Corporate finance 
refers to the financial activities related to running a corporation, usually with a 
division or department set up to oversee the financial activities”. 
5.2.1. Frameworks 
We will now present seven frameworks that will be used for the “Finance” 
comparison, which are: (1) IMM Approach, (2) PCF, (3) SCOR, (4) eTOM, (5) COBIT, 
(6) Oracle and (7) SAP.  
The frameworks were selected based on their structure, as the analysis and the 
levels of hierarchy they include offer a common ground based on which a 
comparison will take place in the next chapter of the thesis. For each of the 
frameworks we provide all the relevant links in the “List of  eferences” section.  ny 
additional links needed will be added as a footnote in the text. 
5.2.1.1. Integrated Modeling Method (IMM™) 
The 4th group of processes in the IMM Approach  “Manage  evenue”  contains all 
the processes that refer to the financial management of the company. As it was 
shown in Figure 5 of Chapter 3, there are three process categories in this group, 
which are: (1) bill customer for products supplied, (2) collect payments from 
customers and (3) monitor financial performance.  
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5.2.1.2. APQC’s Process Classification Framework (PCF) 
The 9th group of processes in   F, “9.0 Manage Financial  esources”, contains 11 
process categories (Figure 121). These are: (1) perform planning and management 
accounting, (2) perform revenue accounting, (3) perform general accounting and 
reporting, (4) manage fixed-asset project accounting, (5) process payroll, (6) process 
accounts payable and expense reimbursements, (7) manage treasury operations, (8) 
manage internal controls, (9) manage taxes, (10) manage international 
funds/consolidation and (11) perform global trade services. 
Each of these categories includes between two and 10 process sub-groups. In 
general,   F’s Manage Financial  esources group contains 269 processes. 
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Figure 121: 9.0 Manage Financial Resources (APQC, 2018, p.23-26) 
5.2.1.3. SCOR 
SCOR is very concise when it comes to operations within the company that are not 
supply-chain oriented, as it is a supply-chain management model. As long as the 
financial management is concerned, SCOR doesn’t have a separate category with the 
relevant processes.  owever, there are some processes included in the “ eliver” 
category, as shown in Figure 122. 
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Figure 122: The process groups included in the catego y “Delive ” o  the  COR odel (APIC , 2017, p.3) 
There are also some processes regarding the vendor payments in the “ ource” 
category, as shown in Figure 123. 
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Figure 123: The process groups included in the category "Source" of the SCOR model (APICS, 2017) 
In Chapter 3, where we presented the model we mentioned that apart from the 
“ rocess”, there are other three sections called “ erformance”, “ ractices” and 
“ eople”. In these sections there are also some finance-related practices (Figure 
124), but since they are performance metrics, management practices and people-
related skills we will not study them. 
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Figure 124: Some accounting-related skills and metrics from the APICS SCOR app (APICS, 2018) 
5.2.1.4. Business Process Framework (eTOM) 
If we now look at the “Enterprise  omain” of the eTOM framework, and more 
precisely the 5th process group, which is “Financial and  sset Management”, we see 
that it includes three process groups (Figure 125).  
 
Figure 125: The Financial & Asset Management category of the eTOM framework (TM Forum, 2016) 
The “Financial Management” group refers to the management of financial aspects of 
the company, such as treasury, banking, payroll, financial planning and accounting 
operations. The “ sset Management” group includes processes that help define 
asset management policies. These processes need to be aligned with the supply 
190 
 
chain development and management processes for all aspects related to purchasing 
(TM Forum, 2018). Last but not least, the “ rocurement Management” process 
group, the structure of which is shown in Figure 126, includes processes that define 
procurement and logistics policies regarding purchases, warehousing, transport and 
physical resource distribution as well as supervise their application.  
 
Figure 126  The “P o u e ent M n ge ent” g ou  o    o esses (TM Fo u , 2016) 
There are also some financial processes in the “ ustomer Management” domain, as 
presented in Figure 30 of the “Marketing” domain, concerning the customer billing 
and customer invoice management. The process groups we will study are the: (1) bill 
invoice management, (2) bill payments and receivables management, (3) bill inquiry 
handling, (4) manage billing events, (5) charging and (6) order handling. In total 
these groups include 29 process sub-groups. Figure 127-Figure 132 show the 
contents of each group. 
 
Figure 127: The "Bill Invoice Management" group of processes (TM Forum, 2016) 
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Figure 128: The "Bill Payments & Receivables Management" group of processes (TM Forum, 2016) 
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Figure 129: The "Bill Inquiry Handling" group of processes (TM Forum, 2016) 
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Figure 130: The "Manage Billing Events" group of processes (TM Forum, 2016) 
 
Figure 131: The "Charging" group of processes (TM Forum, 2016) 
 
Figure 132: The "Order Handling" group of processes (TM Forum, 2016) 
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Last but not least, there are some process groups about financial activities in the 
“ arty  evenue Management” group of the “Engaged party” domain, which are 
shown in Figure 133. In total, the “ arty  evenue Management” group includes    
process sub-groups. 
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Figure 133: The "Party Revenue Management" group of processes (TM Forum, 2016) 
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5.2.1.5. COBIT 
Moving on to the COBIT framework, we will focus on two process groups that are 
part of the Align, Plan & Organize (APO) domain, the “  O0  - Managed  ortfolio” 
and the “  O06 - Managed Budget and  osts”, and one that is part of the Evaluate, 
Direct & Monitor (EDM) domain of the model, the “E M0  - Ensured Resource 
Optimization”.  
 ccording to I      2018, p.87 and p.9     O0  aids the enterprise to “execute the 
strategic direction set for investments in line with the enterprise architecture vision 
and I&T road map”. Figure 134 shows the contents of this group.  
 
Figure 134: "APO05 - Managed Portfolio" group of processes (ISACA, 2018, p.90) 
The process group   O06 helps to “manage the I&T-related financial activities in 
both the business and IT functions, covering budget, cost and benefit management 
and prioritization of spending through the use of formal budgeting practices and a 
fair and equitable system of allocating costs to the enterprise”. Figure 135 
demonstrates the processes included in this group. 
 
Figure 135: APO06 – “M n ged  udget  nd Costs” g ou  o    o esses (I ACA, 2018, p.96) 
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The last group we will study, the EDM04, includes processes that determine the 
effective use of the available resources. As shown in Figure 136, it includes only 
three processes. These processes refer to both human and financial resources. 
 
Figure 136: “EDM0  - Ensu ed Resou  e O ti iz tion” g ou  o    o esses (I ACA, 2018,  . 7) 
5.2.1.6. Oracle  
By looking at the process maps provided by Oracle, regarding their PeopleSoft 
Financials and Supply Chain Management (FSCM) software27, we see that all the 
processes that refer to financial operations are included in three modules. The first 
one is the “Financial  ontrol and  eporting” module  Figure 137). There are eight 
process categories here, which are: (1) financial control and reporting overview, (2) 
manage internal controls, (3) manage budgets, (4) capture transactions, (5) close 
accounting period, (6) prepare financial reports, (7) analyze financial information and 
(8) manage grants. 
                                                     
27
 
https://docs.oracle.com/cd/F16439_01/fscm92pbr31/eng/fscm/bpms/bpm_FSCM_001206_01.html 
(Accessed 7 June 2019) 
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Figure 137: The "Financial Control and Reporting" module by PeopleSoft Financial and Supply Chain 
Management 9.2 process map (Oracle, 2019) 
As Figure 138 demonstrates, these categories include between two and eight 
processes, of the 32 in total. 
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Figure 138: The processes included in the "Financial Control and Reporting" module, PeopleSoft Financial and 
Supply Chain Management 9.2 (Oracle, 2019) 
The second module we will discuss is the “Order fulfillment”  Figure 139). The 
process categories that are of interest to us in this module are: (1) invoice customer, 
(2) receive and pay invoice, (3) process customer payments and (4) manage 
customer financial relationship.  
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Figure 139: The "Order Fulfillment" module by PeopleSoft Financial and Supply Chain Management 9.2 process 
map (Oracle, 2019) 
Figure 140 provides an overview of the contents of these categories. Each of these 
categories includes between four and nine processes, of the 26 in total. 
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Figure 140: Some of the processes included in the "Order Fulfillment" module, PeopleSoft Financial and Supply 
Chain Management 9.2 (Oracle, 2019) 
Another module we will focus on is the “Treasury”  Figure 141). Here we find 
processes about treasury and risk management, along with processes about actions 
regarding the bank. The categories included are: (1) treasury overview, (2) determine 
cash position, (3) manage deals, (4) execute transfers, (5) analyze risk, (6) process 
cash sweep, (7) manage settlements, (8) manage electronic banking, (9) manage 
treasury accounting, (10) perform bank reconciliation and (11) administer netting.  
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Figure 141: The "Treasury" module by PeopleSoft Financial and Supply Chain Management 9.2 process map 
(Oracle, 2019) 
Figure 142 provides an overview of the processes included in the “Treasury” module. 
Each of the categories mentioned before includes between one and six processes, of 
the 33 in total.  
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Figure 142: The list of processes included in the "Treasury" module, PeopleSoft Financial and Supply Chain 
Management 9.2 (Oracle, 2019) 
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Last but not least, some financial operations are also included in the module 
“ taffing”.  ere we can find some processes concerning the payroll management 
(Figure 143). More specifically, the category “Manage  illing and  ayroll” refers to 
the reporting that is necessary in order to conduct the payroll activities.  
 
Figure 143   o e o  the   o esses in luded in the “ t   ing  odule by Peo le o t Fin n i l  nd  u  ly Ch in 
Management 9.2 process map (Oracle, 2019) 
Last but not least, there are some processes regarding the vendor payments in the 
module “ rocurement and Materials Management” and more specifically in the 
category “ eceive Goods and  ervices”  Figure 144).   
205 
 
 
Figure 144   o e o  the   o esses in luded in the “P o u e ent  nd M te i ls M n ge ent  odule by 
PeopleSoft Financial and Supply Chain Management 9.2 process map (Oracle, 2019) 
Oracle also offers PeopleSoft solutions for individual financial operations (Figure 
145). However, we will use the modules mentioned before, as they provide a more 
holistic view of the enterprise’s financial management. 
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Figure 145: The "Financial Management Solutions" offered by PeopleSoft Financial and Supply Chain 
Management 9.2 (Oracle, 2019) 
5.2.1.7. SAP 
As mentioned before, SAP offers a variety of solution packages that cover the needs 
of every enterprise. We will focus on the SAP Best Practices for SA           on 
premise   solution, as shown in Figure 18, includes a Finance module with all the 
financial management processes. 
There are eight process categories in Finance (Figure 146), which are: (1) accounting 
and financial close, (2) advanced accounting and financial close, (3) financial 
operations, (4) advanced financial operations, (5) cost management and profitability 
analysis, (6) enterprise risk and compliance, (7) treasury management and (8) LoB 
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Finance / Financial Planning and Analysis. These categories include between one and 
24 processes, of the 79 in total. 
 
Figure 146: The "Finance" odule o   AP  est P     es  o   AP     A A (on   e ise) solution package (SAP, 
2019) 
Another module we will mention in this section is the “ ales”, and that is because 
SAP creates the customer invoice right after the customer order thus all the billing 
processes are there. What is more, this module contains processes regarding 
refunds, for instance the “ ebit Memo  rocessing” process. There is only one 
process category in the sales category, which is: (1) order and contract management, 
as we’ve already seen in the “ ales” section of the thesis (Figure 50).  
The last module we will use is the “ ourcing and  rocurement”, as it includes one 
process group named “Invoice Management”. It consists of 12 processes, some of 
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which refer to the management of the invoices created by procurement actions. The 
contents of the group are shown in Figure 147.  
 
Figure 147: The list of processes included in the "Invoice Management" group of processes, of the "Sourcing 
and Procurement" module of SAP Best Practices for SAP     A A (on   e ise) solution package (SAP, 2019) 
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5.2.2. Comparison 
We will now move on to compare the frameworks. PCF is used as a base for the 
comparison that is presented in Table 12. 
For the     framework when we refer to the “Finance” module we also mention the 
relevant process category. For the “ ales” module we just refer its name, as there is 
only one process category included. 
What is more, we also included in the comparison the Signavio process category that 
was mentioned in the section 5.1.1.8 of the “ uman  esources”  Figure 115). This 
category includes processes regarding the employee payments. 
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Table 12: Finance frameworks comparison 
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n
an
ce
 
Financial 
Operations 
MISSING MISSING MISSING 
Fi
n
an
ci
al
 &
 
A
ss
et
 
M
an
ag
em
en
t 
Procurement 
Management 
MISSING MISSING MISSING MISSING 
MISSING MISSING MISSING 
C
u
st
o
m
er
 
D
o
m
ai
n
 
Manage 
Billing Events 
A
P
O
0
6
. 
M
an
ag
ed
 
B
u
d
ge
t 
an
d
 
C
o
st
s APO06.04. Model 
and allocate costs 
(IDENTICAL) 
MISSING MISSING MISSING 
MISSING MISSING MISSING MISSING 
A
P
O
0
6
. 
M
an
ag
ed
 
B
u
d
ge
t 
an
d
 
C
o
st
s APO06.02. 
Prioritize resource 
allocation 
 MISSING MISSING 
MISSING MISSING MISSING MISSING MISSING  
Fi
n
an
ci
al
 
C
o
n
tr
o
l a
n
d
 
R
ep
o
rt
in
g 
Manage 
Grants 
MISSING 
MISSING MISSING MISSING MISSING MISSING  
O
rd
er
 F
u
lf
ill
m
en
t 
Manage 
Customer 
Financial 
Relationshi
p 
Sales 
MISSING MISSING MISSING MISSING MISSING  MISSING 
Fi
n
an
ce
 Advanced 
Financial 
Operations 
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We can see once again here that the PCF is the most detailed framework of the ones 
we’ve studied so far.  ow let’s take a closer look at the table, at each of the 
frameworks separately:  
The IMM Approach is the most concise framework regarding the financial 
management, yet it includes three basic process categories about customer billing, 
collection of payments and financial performance monitoring. There are no 
processes regarding the employee payment, since they are all included in the 
“ rovide  uman  esources” category. 
Moving on to the SCOR framework, we can see that it is incomplete as far as the 
financial processes are concerned, which stems from the fact that SCOR is a supply 
chain management model. The only financial processes included are the ones 
concerning vendor payments and customer billing.  
By looking at the eTOM model, we can see that it includes most of the processes that 
PCF proposes for the financial management of the enterprise. Since it is a model 
developed for the telecommunications industry, it also includes processes regarding 
the billing events, which are measuring the usage of a network resource by a 
customer (ALTHOS28, 2009). The only other framework that includes something like 
this is COBIT, as it is IT-related. 
As far as COBIT framework is concerned, we can see that it doesn’t include any group 
of processes regarding the revenue management, vendor payments and payroll, 
probably because of the IT-orientation of the model. 
If we now take a look at the Oracle framework, we can see that the module 
“Treasury” is identical to the “9.7-Manage treasury operations” category of PCF. A 
difference between the two models is that Oracle doesn’t include processes 
regarding the enterprise’s strategies and policies, like PCF does. Another important 
difference is that even though Oracle includes processes that need to take place 
                                                     
28
 http://www.billingdictionary.com/BillingDictionary-Billing-Event-Definition.html (Accessed 10 June 
2019) 
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before the payroll, there are no processes depicting the actual employee payments. 
The payroll is included in the Staffing module, that’s why both of these categories 
are mentioned. What is more, we can see that Oracle includes the customer invoice 
creation in the “Order Fulfillment” module, right after the “ ales” procedures, whilst 
PCF has all invoice-related processes in its’ “9.0 Manage Financial  esources” 
module. Last but not least, Oracle doesn’t seem to contain separate processes about 
the international funds management. All the relevant transactions are included in 
the “Manage Transactions” category of the “Financial  ontrol and  eporting” 
module. 
The last framework we studied, SAP, seems to have many similarities with the Oracle 
one. This could derive from the fact that both frameworks are based on software. 
Like Oracle,     doesn’t include any processes regarding the enterprise’s strategies 
and policies.    ’s “Treasury Management” module is also identical to the “9.7-
Manage treasury operations” category of PCF. A major difference between SAP and 
the other frameworks is that the first one includes processes about Analytical apps, 
giving the enterprise the ability to have a real time overview of its “Financial” 
operations. Another difference is that the processes regarding the employee 
payments are conducted in the “ uman  esources” module and not in the “Financial 
Management”. That’s why in the   F category “9. .  rocess payroll” we mention the 
solution package we studied in the HR section of the thesis, along with the relevant 
category. The “Financial Management” process categories we mention include tax-
related processes. What is more, SAP has no internal control processes, like PCF. Last 
but not least,     includes a separate process category, the “ dvanced Financial 
Operations” with processes related to leasing; something that we didn’t see in any 
other framework. 
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5.3. Information Technology (IT) & Data 
 ccording to Wang  2008  “Information Technology (IT) is concerned with the use of 
technology in managing and processing information, especially in large 
organizations. In particular, IT deals with the use of electronic computers and 
computer software to convert, store, protect, process, transmit, and retrieve 
information”. 
 ccording to Galetto  2016  “Data management is an administrative process that 
includes acquiring, validating, storing, protecting, and processing required data to 
ensure the accessibility, reliability, and timeliness of the data for its users”. 
These are the functions managed by the “Information Technology &  ata” process 
area. 
5.3.1. Frameworks 
We will now present the six frameworks that will be used for the Information 
Technology (IT) management comparison. These are: (1) IMM Approach, (2) PCF, (3) 
SCOR, (4) eTOM, (5) COBIT and (6) SAP. Most of the frameworks also include in this 
category the processes regarding data management.  
The frameworks were selected based on their categorization and their structure. For 
each of the frameworks we provide all the relevant links in the “List of  eferences” 
section. Any additional links needed will be added as a footnote in the text. 
5.3.1.1. Integrated Modeling Method (IMM™) 
The 6th group of processes in the IMM Approach, “6.Provide IT Resources & 
Services”, is the one referring to IT management within the enterprise. There are 
three process groups included, which are: (1) provide IT help desk services, (2) 
develop business application and (3) provide IT infrastructure (Figure 5 of Chapter 3). 
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5.3.1.2. APQC’s Process Classification Framework (PCF) 
The 8th process category in PCF, “8.0 – Manage Information Technology (IT)”, is the 
one referring to IT management (Figure 148). It includes seven process groups, 
which are: (1) develop and manage IT customer relationships, (2) develop and 
manage IT business strategy, (3) develop and manage IT resilience and risk, (4) 
manage information, (5) develop and manage services/solutions, (6) deploy services/ 
solutions and (7) create and manage support services/ solutions. 
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Figure 148: 8.0 Manage Information Technology (IT) (APQC, 2018, p.18-22) 
Each of these process groups includes between four and eight process sub-groups, of 
the 44 in total. In general PCF has 320 processes for IT management. 
5.3.1.3. SCOR 
Moving on to the   O  model, there are two process groups in the “Enable” 
category that are useful for this chapter’s comparison, the “sE  – Manage Supply 
 hain  ata and Information” and the “sE11 – Manage  upply  hain Technology”.  
The first one includes six process groups and the second one seven, as shown in 
Figure 149. 
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Figure 149: The process groups included in the categories sE3 and sE11 of the SCOR model (APICS, 2017, p.3) 
As mentioned before, this is the highest level of analysis in the SCOR model. If a 
company chooses to use SCOR, they have to define their own processes at this point. 
5.3.1.4. Business Process Framework (eTOM) 
If we now turn to eTOM framework, we can see that the “Enterprise  omain” 
includes a business process category with data- related processes, and the “ ommon 
Enterprise  rocesses”  Figure 150). We will study three process groups for the 
comparison of the frameworks, which are: (1) data analytics, (2) data governance 
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and (3) data management. The contents of each group are shown in Figure 151, 
Figure 152 and Figure 153. 
 
Figure 150: The "Common Enterprise Processes" category of processes (TM Forum, 2016) 
 
 
Figure 151: The "Data Analytics" group of processes (TM Forum, 2016) 
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Figure 152: The "Data Governance" group of processes (TM Forum, 2016) 
 
Figure 153: The "Data Management" group of processes (TM Forum, 2016) 
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Moving on to the “IT management”, we will study all the process groups from the 
“ esource  omain”  Figure 154 , apart from the “Workforce Management” that is 
no IT-relevant. The contents of each group are shown in Figure 155-Figure 163. 
 
Figure 154: The "Resource Domain" of the eTOM model (TM Forum, 2016) 
 
Figure 155: The "Resource Provisioning" group of processes (TM Forum, 2016) 
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Figure 156: The "Resource Capability Delivery" group of processes (TM Forum, 2016) 
 
Figure 157: The "Resource Performance Management" group of processes (TM Forum, 2016) 
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Figure 158: The "Resource Strategy & Planning" group of processes (TM Forum, 2016) 
 
Figure 159: The "Resource Development & Retirement" group of processes (TM Forum, 2016) 
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Figure 160: The "RM&O Support & Readiness" group of processes (TM Forum, 2016) 
 
Figure 161: The "Resource Data Collection & Distribution" group of processes (TM Forum, 2016) 
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Figure 162: The "Resource Trouble Management" group of processes (TM Forum, 2016) 
 
Figure 163: The "Resource Mediation & Reporting" group of processes (TM Forum, 2016) 
The eTOM framework also includes some of the Information Technology 
Infrastructure Library (ITIL) processes, for the enterprises that wish to follow these 
guidelines. However, since ITIL is a different model, we will not include those 
processes in the comparison. 
5.3.1.5. COBIT 
As mentioned before, COBIT is an IT management framework. It helps organizations 
in achieving their IT-related goals. This is the reason why this model is the most 
detailed one regarding the “Information Technology” process area. For the 
comparison of the frameworks we will study 17 process categories, as these were 
the ones including processes about IT systems and data management.  
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These categories are: (1) EDM02 - Ensured Benefits Delivery, (2) EDM04 - Ensured 
Resource Optimization, (3) APO01 - Managed I&T Management Framework, (4) 
APO03 - Managed Enterprise Architecture, (5) APO09 - Managed Service 
Agreements, (6) APO10 - Managed Vendors, (7) APO11 - Managed Quality, (8) 
APO12 - Managed Risk, (9) APO13 - Managed Security, (10) APO14 - Managed Data, 
(11) BAI04 - Managed Availability and Capacity, (12) BAI06 - Managed IT Changes, 
(13) BAI07 - Managed IT Change Acceptance and Transitioning, (14) BAI10. Managed 
Configuration, (15) BAI08 - Managed Knowledge, (16) DSS01 - Managed Operations, 
(17) DSS04 - Managed Continuity and (18) DSS05 - Managed Security Services.  
The 14th group was presented in the “ roduct Management” process area  Figure 
68). The contents of the rest of the categories are shown in Figure 164-Figure 180. 
 
Figure 164: "EDM02 - Ensured Benefits Delivery" group of processes (ISACA, 2018, p.37) 
 
Figure 165: "EDM04 - Ensured Resource Optimization" group of processes (ISACA, 2018, p.47) 
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Figure 166: "APO01 - Managed I&T Management Framework" group of processes (ISACA, 2018, p.60) 
 
Figure 167: "APO03 - Managed Enterprise Architecture" group of processes (ISACA, 2018, p.77) 
 
Figure 168: "APO09 - Managed Service Agreements" group of processes (ISACA, 2018, p.115) 
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Figure 169: "APO10 - Managed Vendors" group of processes (ISACA, 2018, p.122) 
 
Figure 170: "APO11 - Managed Quality" group of processes (ISACA, 2018, p.128) 
 
Figure 171: "APO12 - Managed Risk" group of processes (ISACA, 2018, p.134) 
 
Figure 172: "APO13 - Managed Security" group of processes (ISACA, 2018, p.141) 
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Figure 173: "APO14 - Managed Data" group of processes (ISACA, 2018, p.147) 
 
Figure 174: "BAI04 - Managed Availability and Capacity" group of processes (ISACA, 2018, p.183) 
 
Figure 175: "BAI06 - Managed IT Changes" group of processes (ISACA, 2018, p.195) 
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Figure 176: "BAI07 - Managed IT Change Acceptance and Transitioning" group of processes (ISACA, 2018, 
p.202) 
 
Figure 177: "BAI08 - Managed Knowledge" group of processes (ISACA, 2018, p.207) 
 
Figure 178: "DSS01 - Managed Operations" group of processes (ISACA, 2018, p.234) 
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Figure 179: "DSS04 - Managed Continuity" group of processes (ISACA, 2018, p.253) 
 
Figure 180: "DSS05 - Managed Security Services" group of processes (ISACA, 2018, p.262) 
Each of these categories includes between three and 11 processes, of the 93 in total. 
There is also one more process group that has one IT-related process, which we will 
mention in the comparison. The process is named “BAI03.11 Define IT products and 
services and maintain the service portfolio” and the group it belongs to is “  I0 . 
Managed Solutions Identification and Build”. We already studied this group in the 
“ roduct Management” process area. 
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5.3.1.6. SAP 
By looking at the SAP Best Practices for SAP S/4HANA (on premise) solution 
package29, as this is the one we are studying for most of the sections, we see that 
there are two modules regarding the IT and data management: (1) Application 
platform and infrastructure and (2) Database and data management.  
The first one consists of one process group, which includes three processes (Figure 
181). The second one also consists of one process group that has seven processes 
(Figure 182). 
 
Figure 181: The list of processes included in the "Application and Infrastructure" process group (SAP, 2019) 
                                                     
29
 https://rapid.sap.com/bp/BP_OP_ENTPR (Accessed 24 June 2019) 
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Figure 182: The list of processes included in the "Database and Data Management" process group (SAP, 2019) 
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5.3.2. Comparison 
We will now move on to compare the frameworks. PCF is used as a base for the 
comparison, as it is the most well known business process framework. The 
comparison is presented in Table 13. 
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Table 13: Information Technology & Data frameworks comparison 
PCF IMM SCOR eTOM COBIT SAP 
8.1. Develop and 
manage IT customer 
relationships 
MISSING MISSING MISSING MISSING MISSING 
8.2. Develop and 
manage IT business 
strategy  
MISSING 
sE
1
1
. M
an
ag
e 
Su
p
p
ly
 C
h
ai
n
 T
ec
h
n
o
lo
gy
 
sE11.1. 
Define 
Supply Chain 
Technology 
Requiremen
ts 
R
es
o
u
rc
e 
D
o
m
ai
n
 
Resource 
Provisioning 
ED
M
0
2
. E
n
su
re
d
 
B
en
ef
it
s 
D
el
iv
er
y EDM02.01. Establish the target investment 
mix 
MISSING 
EDM02.02. Evaluate value optimization 
EDM02.03. Direct value optimization 
EDM02.04. Monitor value optimization 
sE11.2. 
Identify 
Technology 
Solution 
Alternatives 
(CONCISE) 
ED
M
0
4
. 
En
su
re
d
 
R
es
o
u
rc
e 
O
p
ti
m
iz
at
io
n
 
EDM04.01. Evaluate resource management 
Resource 
Capability 
Delivery 
EDM04.02. Direct resource management 
EDM04.03. Monitor resource management 
A
P
O
0
1
. M
an
ag
ed
 I&
T 
M
an
ag
e
m
en
t 
Fr
am
ew
o
rk
 
APO01.01. Design the management system 
for enterprise I&T 
APO01.02. Communicate management 
objectives, direction and decisions 
made 
APO01.03. Implement management 
processes 
Resource 
Performance 
Management 
APO01.04. Define and implement the 
organizational structures 
APO01.06. Optimize the placement of the IT 
function 
APO01.08. Define target skills and 
competencies 
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PCF IMM SCOR eTOM COBIT SAP 
APO01.11. Manage continual improvement of 
the I&T management system 
sE11.3. 
Define/Upda
te Supply 
Chain 
Technology 
Roadmap 
(CONCISE) 
A
P
O
0
3
. M
an
ag
ed
 E
n
te
rp
ri
se
 
A
rc
h
it
ec
tu
re
 
APO03.01. Develop the enterprise 
architecture vision 
Resource 
Strategy & 
Planning 
(CONCISE) 
APO03.02. Define reference architecture 
APO03.03. Select opportunities and solutions 
APO03.04. Define architecture 
implementation 
APO03.05. Provide enterprise architecture 
services 
B
A
I0
3
.M
an
ag
ed
 
So
lu
ti
o
n
s 
Id
en
ti
fi
ca
ti
o
n
 
an
d
 B
u
ild
 
BAI03.11 Define IT products and services and 
maintain the service portfolio 
B
A
I0
4
. 
M
an
ag
ed
 
A
va
ila
b
ili
ty
 
an
d
 C
ap
ac
it
y 
BAI04.01. Assess current availability, 
performance and capacity and create a 
baseline 
8.3. Develop and 
manage IT resilience 
and risk 
MISSING 
sE
3
. M
an
ag
e 
Su
p
p
ly
 
C
h
ai
n
 D
at
a 
an
d
 
In
fo
rm
at
io
n
 
sE3.5. 
Publish 
Information 
C
o
m
m
o
n
 E
n
te
rp
ri
se
 
P
ro
ce
ss
e
s 
Data 
management 
A
P
O
0
1
. M
an
ag
ed
 I&
T 
M
an
ag
em
en
t 
Fr
am
e
w
o
rk
 APO01.05. Establish roles and responsibilities 
MISSING APO01.09. Define and communicate policies 
and procedures 
APO01.11. Manage continual improvement of 
the I&T management system 
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PCF IMM SCOR eTOM COBIT SAP 
A
P
O
0
3
.M
an
ag
ed
 
En
te
rp
ri
se
 
A
rc
h
it
ec
tu
re
 
APO03.05. Provide enterprise architecture 
services 
A
P
O
1
1
. 
M
an
ag
ed
 
Q
u
al
it
y 
APO11.01 Establish a 
quality management system (QMS) 
APO11.05. Maintain continuous improvement 
A
P
O
1
2
. M
an
ag
ed
 R
is
k 
APO12.01. Collect data 
APO12.02. Analyze risk 
APO12.03. Maintain a risk profile 
APO12.04. Articulate risk 
R
es
o
u
rc
e 
D
o
m
ai
n
 
Resource Data 
Collection & 
Distribution 
APO12.05. Define a risk management action 
portfolio 
APO12.06. Respond to risk 
sE
1
1
. M
an
ag
e 
Su
p
p
ly
 C
h
ai
n
 
Te
ch
n
o
lo
gy
 sE11.6. 
Maintain 
and Improve 
Technology 
Solution 
(CONCISE) 
A
P
O
1
3
. M
an
ag
ed
 S
ec
u
ri
ty
 APO13.01. Establish and maintain an 
information security management system 
(ISMS) 
APO13.02. Define and manage an information 
security and privacy risk treatment plan 
APO13.03. Monitor and review the 
information security management system 
(ISMS) 
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PCF IMM SCOR eTOM COBIT SAP 
Resource 
Strategy & 
Planning 
(CONCISE) 
D
SS
0
1
. 
M
an
ag
ed
 
O
p
er
at
io
n
s 
DSS01.04. Manage the environment 
DSS01.05. Manage facilities 
D
SS
0
4
. M
an
ag
ed
 C
o
n
ti
n
u
it
y 
DSS04.01. Define the business continuity 
policy, objectives and scope 
DSS04.02. Maintain business resilience 
DSS04.03. Develop and implement a business 
continuity response 
DSS04.04. Exercise, test and review the 
business continuity plan (BCP) and disaster 
response plan (DRP) 
DSS04.05. Review, maintain and improve the 
continuity plans 
DSS04.06. Conduct continuity plan training 
DSS04.07. Manage backup arrangements 
DSS04.08. Conduct post-resumption review 
D
SS
0
5
. M
an
ag
ed
 
Se
cu
ri
ty
 S
er
vi
ce
s 
DSS05.01. Protect against malicious software 
DSS05.04. Manage user identity and logical 
access 
DSS05.05. Manage physical access to I&T 
assets (CONCISE) 
8.4. Manage 
information 
MISSING 
sE
3
. M
an
ag
e 
Su
p
p
ly
 C
h
ai
n
 D
at
a 
an
d
 In
fo
rm
at
io
n
 
sE3.4. 
Maintain 
Access 
C
o
m
m
o
n
 E
n
te
rp
ri
se
 
P
ro
ce
ss
e
s 
Data Analytics 
A
P
O
1
1
. M
an
ag
ed
 
Q
u
al
it
y 
APO01.07. Define information (data) and 
system ownership 
Database and 
Data 
Management 
(CONCISE) 
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PCF IMM SCOR eTOM COBIT SAP 
APO01.09. Define and communicate policies 
and procedures 
sE
1
1
. M
an
ag
e 
Su
p
p
ly
 C
h
ai
n
 T
ec
h
n
o
lo
gy
 
sE11.1. 
Define 
Supply Chain 
Technology 
Requiremen
ts 
Data 
Governance 
A
P
O
1
4
. M
an
ag
ed
 D
at
a
 
APO14.01. Define and communicate the 
organization’s data management strategy and 
roles and responsibilities 
Data 
Management 
APO14.02. Define and maintain a consistent 
business glossary 
APO14.04. Define a data quality strategy 
APO14.05. Establish data profiling 
methodologies, processes and tools 
APO14.06. Ensure a data quality assessment 
approach 
sE11.6. 
Maintain 
and Improve 
Technology 
Solution 
R
es
o
u
rc
e 
D
o
m
ai
n
 
Resource Data 
Collection & 
Distribution 
B
A
I0
8
. M
an
ag
ed
 
K
n
o
w
le
d
ge
 
BAI08.01. Identify and classify sources of 
information for governance and management 
of I&T 
BAI08.02. Organize and contextualize 
information into knowledge 
Resource 
Mediation & 
Reporting 
BAI08.03. Use and share knowledge 
BAI08.04. Evaluate and update or retire 
information 
8.5. Develop and 
manage 
services/solutions 
2. Develop 
Business 
Application 
sE
3
. M
an
ag
e 
Su
p
p
ly
 C
h
ai
n
 
D
at
a 
an
d
 In
fo
rm
at
io
n
 
sE3.1. 
Receive 
Maintenanc
e Request 
R
es
o
u
rc
e 
D
o
m
ai
n
 Resource 
Capability 
Delivery 
A
P
O
0
3
. M
an
ag
ed
 E
n
te
rp
ri
se
 
A
rc
h
it
ec
tu
re
 
APO03.01. Develop the enterprise 
architecture vision 
MISSING 
sE3.2. 
Determine/S
cope Work 
APO03.02. Define reference architecture 
APO03.03. Select opportunities and solutions 
sE3.3. 
Maintain 
Content/  
Code 
Resource 
Strategy & 
Planning 
(CONCISE) 
APO03.04. Define architecture 
implementation 
APO03.05. Provide enterprise architecture 
services 
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PCF IMM SCOR eTOM COBIT SAP 
sE
1
1
. M
an
ag
e 
Su
p
p
ly
 C
h
ai
n
 T
ec
h
n
o
lo
gy
 sE11.2. 
Identify 
Technology 
Solution 
Alternatives 
(CONCISE) 
Resource 
Development & 
Retirement 
A
P
O
0
9
. M
an
ag
ed
 S
er
vi
ce
 A
gr
ee
m
en
ts
 APO09.01. Identify I&T services 
APO09.02. Catalog I&T-enabled services 
APO09.03. Define and prepare service 
agreements 
sE11.4. 
Select 
Technology 
Solution RM&O Support 
& Readiness 
APO09.04. Monitor and report service levels 
sE11.5. 
Define and 
Deploy 
Technology 
Solution 
APO09.05. Review service agreements and 
contracts 
8.6. Deploy 
services/solutions 
2. Develop 
Business 
Application 
sE
3
. M
an
ag
e 
Su
p
p
ly
 C
h
ai
n
 D
at
a 
an
d
 In
fo
rm
at
io
n
 
sE3.6. Verify 
Information 
R
es
o
u
rc
e 
D
o
m
ai
n
 
Resource 
Provisioning 
A
P
O
0
1
. 
M
an
ag
ed
 I&
T 
M
an
ag
em
en
t 
Fr
am
e
w
o
rk
 
APO01.05. Establish roles and responsibilities 
MISSING 
APO01.09. Define and communicate policies 
and procedures 
B
A
I0
4
. 
M
an
ag
ed
 
A
va
ila
b
ili
ty
 
an
d
 C
ap
ac
it
y 
BAI04.02. Assess business impact 
B
A
I0
6
. M
an
ag
ed
 IT
 
C
h
an
ge
s 
BAI06.01. Evaluate, prioritize and authorize 
change requests 
BAI06.03. Track and report change status 
Resource 
Strategy & 
Planning 
(CONCISE) 
BAI06.04. Close and document the changes 
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PCF IMM SCOR eTOM COBIT SAP 
sE
1
1
. M
an
ag
e 
Su
p
p
ly
 C
h
ai
n
 T
ec
h
n
o
lo
gy
 
sE11.5. 
Define and 
Deploy 
Technology 
Solution 
B
A
I0
7
. M
an
ag
ed
 IT
 C
h
an
ge
 A
cc
ep
ta
n
ce
 a
n
d
 
Tr
an
si
ti
o
n
in
g 
BAI07.01. Establish an implementation plan 
BAI07.02. Plan business process, system and 
data conversion 
BAI07.03. Plan acceptance tests (CONCISE) 
BAI07.04. Establish a test environment 
(CONCISE) 
BAI07.05. Perform acceptance tests 
(CONCISE) 
BAI07.06. Promote to production and manage 
releases 
BAI07.07. Provide early production support 
BAI07.08. Perform a post-implementation 
review 
D
SS
0
1
. 
M
an
ag
ed
 
O
p
er
at
io
n
s 
DSS01.01. Perform operational procedures 
8.7. Create and manage 
support 
services/solutions 
1. Provide IT Help 
Desk Services 
sE
1
1
. M
an
ag
e 
Su
p
p
ly
 C
h
ai
n
 
Te
ch
n
o
lo
gy
 
sE11.7. 
Retire 
Technology 
Solution 
(CONCISE) R
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e 
D
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Resource 
Capability 
Delivery 
A
P
O
0
1
. M
an
ag
ed
 I&
T 
M
an
ag
em
en
t 
Fr
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e
w
o
rk
 APO01.05. Establish roles and responsibilities 
Application 
Platform and 
Infrastructure 
(CONCISE) 
Resource 
Performance 
Management 
APO01.10. Define and implement 
infrastructure, services and applications 
to support the governance and management 
system 
Resource 
Strategy & 
Planning A
P
O
0
3
. 
M
an
ag
ed
 
En
te
rp
ri
se
 
A
rc
h
it
ec
tu
re
 
APO03.05. Provide enterprise architecture 
services 
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PCF IMM SCOR eTOM COBIT SAP 
A
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4
. 
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D
at
a APO14.10. Manage data backup and restore 
arrangements (CONCISE) 
3. Provide IT 
Infrastructure 
RM&O Support 
& Readiness 
B
A
I0
4
. M
an
ag
ed
 A
va
ila
b
ili
ty
 
an
d
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ap
ac
it
y 
BAI04.01. Assess current availability, 
performance and capacity and create a 
baseline 
BAI04.03. Plan for new or changed service 
requirements 
BAI04.04. Monitor and review availability and 
capacity 
Resource 
Trouble 
Management 
BAI04.05. Investigate and address availability, 
performance and capacity issues 
B
A
I0
6
. 
M
an
ag
e
d
 IT
 
C
h
an
ge
s 
BAI06.01. Evaluate, prioritize and authorize 
change requests 
B
A
I1
0
. M
an
ag
ed
 C
o
n
fi
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ti
o
n
 
(E
X
TE
N
SI
V
E)
 
BAI10.01. Establish and maintain a 
configuration model 
BAI10.02. Establish and maintain a 
configuration repository and baseline 
BAI10.03. Maintain and control configuration 
items 
BAI10.04. Produce status and configuration 
reports 
BAI10.05. Verify and review integrity of the 
configuration repository 
Resource 
Mediation & 
Reporting D
SS
0
1
. 
M
an
ag
ed
 
O
p
er
at
io
n
s 
DSS01.03. Monitor I&T infrastructure 
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D
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Se
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Se
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e
s 
DSS05.07. Manage vulnerabilities and 
monitor the infrastructure for security-
related events 
MISSING MISSING MISSING 
R
es
o
u
rc
e 
D
o
m
ai
n
 
Resource 
Provisioning 
(CONCISE) 
A
P
O
1
0
. M
an
ag
ed
 V
en
d
o
rs
 APO10.01. Identify and evaluate vendor 
relationships and contracts. 
MISSING 
APO10.02. Select vendors 
APO10.03. Manage vendor relationships and 
contracts 
APO10.04. Manage vendor risk 
APO10.05. Monitor vendor performance and 
compliance 
6
.0
.M
a
n
a
g
e 
C
u
st
o
m
er
 
Se
rv
ic
e 
6.2. Plan 
and 
manage 
customer 
service 
contacts 
MISSING MISSING 
C
u
st
o
m
er
 D
o
m
a
in
 
Customer 
QoS/SLA 
Management 
A
P
O
1
1
. M
an
ag
ed
 Q
u
al
it
y APO11.02. Focus quality management on 
customers 
MISSING 
APO11.03. Manage quality standards, 
practices and procedures and integrate 
quality management into key processes and 
solutions 
APO11.04. Perform quality monitoring, 
control and reviews 
MISSING MISSING MISSING  
D
SS
0
5
. M
an
ag
ed
 
Se
cu
ri
ty
 S
er
vi
ce
s 
DSS05.02. Manage network and connectivity 
security 
MISSING DSS05.03. Manage endpoint security 
DSS05.06. Manage sensitive documents and 
output devices 
MISSING MISSING MISSING MISSING 
A
P
O
1
4
. 
M
an
ag
ed
 
D
at
a 
APO14.03. Establish the processes and 
infrastructure for metadata management 
MISSING 
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PCF IMM SCOR eTOM COBIT SAP 
APO14.07. Define the data cleansing 
approach 
APO14.08. Manage the life cycle of data 
assets 
APO14.09. Support data archiving and 
retention 
MISSING MISSING MISSING MISSING 
B
A
I0
6
. 
M
an
ag
ed
 IT
 
C
h
an
ge
s 
BAI06.02. Manage emergency changes MISSING 
MISSING MISSING MISSING MISSING 
D
SS
0
1
. 
M
an
ag
ed
 
O
p
er
at
io
n
s 
DSS01.02. Manage outsourced I&T services MISSING 
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PCF includes most of the processes needed for the IT and data management of an 
enterprise. The main difference between this and the rest of the frameworks is that 
apart from the processes for solution development according to the enterprise’s 
needs, it also has the category “8.1. Develop and manage IT customer relationships”. 
This category refers to “creating and administering relationships with IT customers” 
(APICS, 2018) and includes processes regarding customer needs for IT 
transformation, something that none of the other frameworks has. 
The IMM Approach is once again the most concise one of the frameworks, as it only 
includes only three business process groups and none of them is about data 
management. However, they cover the basic IT management needs of an enterprise.  
SCOR includes process groups that cover most of the PCF processes, apart from the 
“IT customer relationships”.  owever, it is not very detailed as it omits processes 
regarding the IT vendors, outputs and IT security. 
The eTOM framework also covers most of the PCF processes, both for IT and data 
management. However, it is more concise as the processes it has are not as detailed. 
It also includes processes regarding IT vendors, similar to the ones we found in the 
COBIT model. 
Moving on to the COBIT model, it is the most detailed one for the IT management, as 
we mentioned before. It has 15 process groups referring to IT-related processes that 
include 85 process sub-groups. The main difference between PCF and COBIT is that 
the second one has a category, “  O10. Managed Vendors” that refers to 
enterprise’s IT vendors, as well as some processes regarding outsourcing IT services. 
The PCF model doesn’t refer to vendors and outsourcing at all, as the processes 
indicate that the enterprise is the one that develops any IT-related material. Also, 
COBIT is way more detailed regarding data management, as it also refers to 
metadata and data backup, archiving and cleansing. Last but not least, COBIT refers 
to some processes regarding quality control for customers. The respective PCF 
category is included in “6.0.Manage Customer Service”. 
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As far as SAP is concerned, “ pplication  latform and Infrastructure” and “ atabase 
and  ata Management”, both include one process group. That’s the reason why we 
only mention the name of the module and not the process group. The main 
difference between SAP framework and the other models we studied is that SAP was 
created based on the     software. Thus, it doesn’t include any processes regarding 
software  solutions development and support. What is more,     doesn’t have any 
processes regarding data archiving and cleansing, as SAP software doesn’t allow the 
user to automatically delete any data. Last but not least, the “ pplication  latform 
and Infrastructure” module also refers to data migration, an option that is also 
included in eTOM (data integration and data import).  
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6. Business process framework: a proposal 
In this chapter we will move on to propose a business process framework for the 
following eight process areas: (1) Marketing, (2) Sales, (3) Research & Development, 
(4) Product Management, (5) Logistics, (6) Production, (7) Customer Service and (8) 
Human Resources.  
The development of the proposals is based on an in depth study of the frameworks 
that were presented in the previous chapters, so as to see which processes are 
included in each of these areas.  
The proposed frameworks can be of use to any company, regardless the sector they 
belong to. In addition to the proposed processes, more processes can be included in 
each of the process categories, based on the business needs of the enterprise. 
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6.1. Marketing 
The proposal for this area was developed using the PCF, Oracle and eTOM 
frameworks as reference models. The frameworks were selected based on their 
categorization and their structure. The proposed framework is presented in Table 14.  
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Table 14: Marketing business process framework - a proposal 
Process group Process sub-groups Proposed processes 
1. Marketing strategy 
1.1 Define pricing strategy 
Define pricing policies 
Define pricing for promotions 
… 
1.2. Define marketing strategy 
Define marketing goals 
Define marketing budget policies 
… 
1.3. Define marketing channels strategy 
Define channel goals 
Define business needs 
Define performance indicators and metrics 
… 
1.4. Define promotions strategy 
Define promotion performance metrics 
… 
1.5. Define campaign/events strategy 
Define campaign/events performance metrics 
… 
1.6. Define market strategy 
Define market management policies 
Define market indicators 
Define product indicators 
… 
1.7. Define consumer strategy 
Define target customer policies 
Define consumer activity metrics 
… 
1.8. Define communication strategy 
Define customer communication policies 
Define competitor communication policies 
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Process group Process sub-groups Proposed processes 
… 
2. Marketing 
management 
2.1. Create marketing budget 
Cost analysis 
Set a budget 
… 
2.2. Product management 
Product images management 
Context management 
… 
2.3. Product presentation management 
Design the presentation of the products (e.g. packaging) 
Calculate product revenue 
Study presentation acceptance by the consumers 
Redesign the product presentation 
… 
2.4. Channel management 
Channel study 
Choose the channels based on business needs 
Performance analysis 
Redefine channels 
… 
2.5. Campaign/event management 
Design campaign 
Execute campaign 
Performance analysis 
Redesign campaign 
End campaign 
… 
2.6. Promotions management Design promotion 
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Process group Process sub-groups Proposed processes 
Execute promotion 
Performance analysis 
Redesign promotion 
End promotion 
… 
2.7. Pricing management 
Define retail pricing 
Define wholesale pricing 
Define promotion pricing 
Performance analysis 
Redesign pricing 
… 
3. Market management 
3.1. Market analysis 
Information validity check 
Information analysis 
Identify market opportunities 
Market trends analysis 
Define the opportunities that align with the business strategy and goals 
… 
3.2. Business analysis 
Study business performance 
Study the position of the business in the market 
Internal environment analysis 
External environment analysis 
… 
3.3. Competition analysis 
Information validity check 
Analyse competing organizations 
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Process group Process sub-groups Proposed processes 
Analyse competitive products 
… 
4. Consumer 
management 
4.1. Market analysis 
Information validity check 
Study consumer needs 
Define consumer groups 
Target consumer groups 
… 
4.2. Consumer behaviour analysis 
Analyse consumer information 
Predict consumer behaviour 
… 
4.3. Customer behaviour analysis 
Determine customer loylaty 
Determine revenue from customer 
… 
4.4. Online activity analysis 
Analyse findings 
Analyse social media activity 
Analyse website activity 
Pattern analysis 
Develop personalised offers 
… 
4.5. Customer loyalty programme 
management 
Member enrollment 
Define value for members 
Define value for the enterprise 
Cost analysis 
Evaluate the programme 
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Process group Process sub-groups Proposed processes 
Redesign/improve the programme 
… 
5. Communication 
management 
5.1. Customer communication management 
Define ways to communicate with customers 
Evaluate communication 
Redesign/improve communication 
… 
5.2. Public relations management 
Managing the partnerships with influencers 
… 
5.3. Internal communication management … 
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All three of the frameworks we used as reference for this proposal follow the same 
basic Marketing processes. PCF and Oracle both present the processes in 
chronological order, whilst eTOM only presents which processes exist in each 
process group. In general, as far as the Marketing process area is concerned, the PCF 
is the most detailed and Oracle is the most concise. eTOM turned out to be very 
useful, but it also contains some processes that are telecommunications-specific. It is 
worth mentioning that PCF and eTOM have a separate process category that 
includes both the Marketing and Sales processes, while Oracle follows a different 
categorization that separates the two.  
After studying every group and process that these frameworks propose, we came to 
the conclusion that there are five main process groups in the Marketing process 
area, which are: (1) marketing strategy, (2) marketing management, (3) market 
management, (4) consumer management and (5) communication management. 
More precisely: 
i. Marketing strategy 
The first process group helps the enterprise to develop and define which strategies 
will be followed for marketing purposes.  
There is a process category for this in every one of the frameworks. 
ii. Marketing management 
The second group helps the enterprise to manage all the basic marketing functions. 
In includes processes regarding budgets, product management, product 
presentation, marketing channels, campaign and events, promotions and product 
pricing.  
These processes are included in multiple process groups in each of the frameworks 
we studied.  owever, Oracle doesn’t propose any processes for marketing channels 
management and product pricing. 
iii. Market management 
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The third group of processes helps the enterprise to conduct market research. The 
processes included refer to market study and analysis, as far as both the enterprise 
and the competitors are concerned.  
eTOM has one group about market research which contains all these processes. PCF 
has multiple process groups and sub-groups that refer to market management. Last 
but not least, Oracle doesn’t have any similar processes. 
iv. Consumer management 
This is a process group that helps the enterprise to better understand the consumers 
and potential customers. It includes processes regarding target consumer groups, 
consumer and customer behaviour, online activity tracking and loyalty programmes.  
PCF and eTOM both include these processes, whilst Oracle only refers to customer 
groups. 
v. Communication management 
The fifth, and last, process group is about the management of communications 
relevant to marketing. It includes processes regarding internal and external 
communications.  
PCF and eTOM both include these processes in separate process groups. However, 
Oracle doesn’t refer to communications and the relevant processes.  
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6.2. Sales 
The proposal for this area was developed using the PCF, Oracle and eTOM 
frameworks as reference models. The frameworks were selected based on their 
categorization and their structure. The proposed framework is presented in Table 15.  
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Table 15: Sales business process framework - a proposal 
Process group Process sub-groups Proposed processes 
1. Sales strategy 
1.1. Define alliance management 
strategy 
Define alliance policies 
Define alliance performance evaluation metrics 
… 
1.2. Define sales management strategy 
Define sales policies 
Define sales targets 
Define sales performance evaluation metrics 
… 
1.3. Define customer management 
strategy 
Define customer activity indicators 
Define customer satisfaction indicators 
… 
2. Customer 
management 
2.1. Market analysis 
Information validity check 
Search for new customers/opportunities 
Define key-customers 
… 
2.2. Customer contracts management 
Negotiate contracts 
Define contract terms 
Create contract 
… 
2.3. Customer accounts management 
Customer data validity check 
Customer data management 
… 
2.4. End relationship with customer … 
3. Sales management 
3.1. Market analysis 
Information validity check 
Search for new opportunities 
Define the opportunities that align with the business strategy and goals 
… 
3.2. Financial management 
Sales forecasting 
 alculate product’s market share 
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Process group Process sub-groups Proposed processes 
Calculate costs/revenue 
Create sales budget 
… 
3.3. Sales proposal management 
Define customer needs 
Develop proposals 
Calculate and analyse costs 
Check proposal 
Approve proposal 
Present proposal to the customer 
… 
3.4. Sales calls management 
Carry out sales calls 
Carry out sales meetings 
Close sale 
Record results 
… 
3.5. In-person sales  management 
Visit customer 
 heck customer data by communicating with the company’s call centre 
Payment management 
… 
3.6. Order management 
Accept order 
Enter order in the system 
Check product availability 
Track order 
Order completion check 
Manage incomplete orders 
Customer query management 
Customer charging 
Returns management 
… 
3.7. Sales evaluation Evaluate sales performance 
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Process group Process sub-groups Proposed processes 
Improve sales process 
… 
4. Alliance management 
4.1. Develop alliances/partnerships 
Choose alliances 
Create partnership 
… 
4.2. Train partners … 
4.3. Evaluate partner performance … 
4.4. Partnership data management … 
4.5. End partnership … 
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All three of the frameworks we used as reference for this proposal follow the same 
basic Sales processes. PCF and Oracle again present the processes in chronological 
order, whilst eTOM only shows which processes exist in each process group. In 
general, as far as the Sales process area is concerned, the PCF is again the most 
detailed of the frameworks and Oracle the most concise. Same as the Marketing 
process area, eTOM contains some processes that are telecommunications-specific. 
It should be mentioned again that PCF and eTOM have a separate process category 
that includes both the Marketing and Sales processes, while Oracle follows a 
different categorization that separates the two.  
After studying every group and process that these frameworks propose, we came to 
the conclusion that there are four main process groups in the Sales process area, 
which are: (1) sales strategy, (2) customer management, (3) sales management and 
(4) alliance management. More precisely: 
i. Sales strategy 
The first process group helps the enterprise to develop and define which strategies 
will be followed for the sales function.  
There is a process category for this in all three of the frameworks. 
ii. Customer management 
The second group of processes contains all the customer-relevant processes. It 
includes everything from market analysis to determine which consumers are 
potential customers, as well as customer contract and account management. 
There are more than one process categories in all of the frameworks with such 
processes. 
iii. Sales management 
The third group of processes helps the enterprise to manage the actual sales 
process. Processes about market analysis, defining market share, forecasting, sales 
proposals, sales calls, in person sales and order management are included here. 
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What is more, there are processes regarding performance evaluation and sales 
process redesign.  
These processes are included in more than one process groups in all of the 
frameworks we studied. PCF is the one that includes the most processes, which are 
very detailed. Oracle also includes processes regarding order delivery and customer 
charging, both processes that are not a part of the “ ales” area in this proposed 
framework. 
iv. Alliance management 
The fourth group of processes is designed to help enterprises manage their external 
relationships, specifically the ones regarding partnerships.  
These processes can only be found in PCF in detail. However, eTOM also has a 
process group called “ rand management”, but without any processes included. 
Oracle doesn’t have any of those processes. 
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6.3. Research & Development 
The proposal for this area was developed using the PCF, Oracle, SAP, eTOM and 
COBIT frameworks as reference models. The frameworks were selected based on 
their categorization and their structure. The proposed framework is presented in 
Table 16.  
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Table 16: Research & Development business process framework - a proposal 
Process category Process sub-groups Proposed processes 
1. Research & Development strategy 1.1. Define costs strategy 
Plan cost for product development 
Define cost evaluation metrics 
… 
2. Market management 2.1. Market analysis 
Gather market information 
Analyse information/data 
Study new technologies 
Check for opportunities 
… 
3. Manage new products/services 3.1. Develop new products/services 
Develop new ideas 
Evaluate new ideas based on market analysis 
Study product feasibility  
Define alternative plans 
Create product development plan 
Define product specifications 
… 
4. Product data management 
4.1. Master data management 
Product specifications 
Related documents 
… 
4.2. Data access management 
Check and control data access 
… 
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As mentioned while presenting and studying the frameworks, the R&D process area 
consists of all the processes regarding the product ideas management and it ends 
just before an actual product is produced.  
All five of the frameworks we used as reference for this proposal follow the same 
basic R&D processes. Like before, PCF and Oracle present the processes in 
chronological order, whilst eTOM, COBIT and SAP don’t. What is more, since eTOM is 
a telecommunications-specific it contains some processes designed specifically for 
this sector. Also COBIT includes processes regarding the development of IT products, 
since it is an IT management framework.  
After studying every group and process that these frameworks propose, we came to 
the conclusion that there are four main process groups in the R&D process area, 
which are: (1) research & development strategy, (2) market management, (3) 
manage new products/services and (4) product data management. More precisely: 
i. Research & Development strategy 
The first process group helps the enterprise to develop and define which strategies 
will be followed for the R&D function.  
These processes are part of all the frameworks studied, apart from the Oracle one. 
ii. Market management 
The second group of processes contains all the processes related to market analysis, 
with the purpose of finding new opportunities in the market for product 
development.  
There are more than one process categories in all of the frameworks with such 
processes. 
iii. Manage new products/services 
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The third group of processes helps the enterprise to manage the creation of new 
products, by developing new product ideas, studying the market for this new idea, 
finding alternatives and defining the product specifications.  
These processes are included in more than one process groups in all of the 
frameworks we studied.  
iv. Product data management 
The last group of processes is designed to help enterprises with their product data 
management. This includes the data regarding the product specifications and all 
documents that are product related.  
These processes can only be found in PCF in detail. The other frameworks don’t 
propose any process groups for this purpose. 
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6.4. Product Management 
The proposal for this area was developed using the PCF, Oracle, eTOM and COBIT 
frameworks as reference models. The frameworks were selected based on their 
categorization and their structure. The proposed framework is presented in Table 17.  
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Table 17: Product Management business process framework - a proposal 
Process category Process sub-groups Proposed processes 
1. Product Management strategy 
1.1. Define Research & Development 
strategy 
Define product development timeframe 
Define policies for improvements of existing products 
Define product performance metrics 
… 
1.2. Define product quality strategy 
Define product quality policies 
Define product quality metrics 
… 
2. Manage existing products 
2.1. Product management 
Evaluate product based on market needs 
Evaluate if product align with business strategies 
Identify opportunities to improve product 
… 
2.2. Product lifecycle management 
Withdraw product 
… 
3. Manage new products/services 3.1. Develop new products/services 
Check availability of necessary resources 
Conduct necessary product checks 
Obtain necessary licences 
Product manufacturing design 
Collaborate with third parties for product design 
Create prototype 
Check prototype production 
Find a solution for any production problems 
Check product quality 
Find a solution for any quality problems 
Study and evaluate the product 
Test market acceptance 
Get suppliers/partners feedback 
Get customer feedback 
Finalise product specifications 
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… 
3.2. Prepare for production 
Define necessary equipment/materials 
Acquire necessary equipment/materials 
Study and evaluate production process 
Improve production process 
… 
3.3. Product lifecycle management 
Present new product 
Evaluate product after presentation 
Check consumer acceptance 
Check supply chain and delivery 
Evaluate product development process 
Improve product development process 
… 
3.4. Copyright management 
Check product for copyright infringement 
Patent product 
… 
4. Product data management 
4.1. Master data management 
Raw materials 
Bill of materials 
Routing 
Related documents 
… 
4.2. Data access management 
Check and control data access 
… 
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As mentioned while presenting and studying the frameworks, the Product 
Management process area begins with the creation of a prototype product and 
includes all the necessary processes about quality management and product 
redesign, until the product is ready for mass production. These processes are about 
new as well as existing products. 
All four of the frameworks we used as reference for this proposal follow the same 
basic R&D processes. Again, PCF and Oracle present the processes in chronological 
order, whilst eTOM and COBIT don’t. What is more, since eTOM is a 
telecommunications-specific it contains some processes designed specifically for this 
sector. Also COBIT includes processes regarding the management of IT products, 
since it is an IT management framework.  
After studying every group and process that these frameworks propose, we came to 
the conclusion that there are four main process groups in the Product Management 
process area, which are: (1) product management strategy, (2) manage existing 
products, (3) manage new products/services and (4) product data management. 
More precisely: 
i. Product management strategy 
The first process group helps the enterprise to develop and define which strategies 
will be followed for the Product Management function. 
All the frameworks we studied include similar processes. 
ii. Manage existing products 
The second group of processes helps the enterprise to manage the products that 
already exist and are being offered to the customers. It includes processes about 
continual supporting those products and withdrawing them when necessary. 
PCF is the only framework that proposes a process group for managing the existing 
products. 
iii. Manage new products/services 
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The third group of processes helps the enterprise to manage the creation of new 
products, by developing a product prototype, conducting the necessary tests for 
quality and market acceptance and preparing the final product that will be produced. 
There are also some processes for copyright management. 
These processes are included in more than one process groups in all of the 
frameworks we studied, apart from the copyright ones that are proposed only by the 
PCF framework.  
iv. Product data management 
The last group of processes is designed to help enterprises with their product data 
and document management.  
These processes can only be found in   F in detail. The other frameworks don’t 
propose any process groups for this purpose. 
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6.5. Production 
The proposal for this area was developed using the PCF, Oracle and SCOR 
frameworks as reference models. The frameworks were once again selected based 
on their categorization and their structure. The proposed framework is presented in 
Table 18.  
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Table 18: Production business process framework - a proposal 
Process group Process sub-groups Proposed processes 
1. Production strategy 
1.1. Define production strategy 
Define production targets 
Define labour policies 
Define materials policies 
Define outsourcing policies 
Define capacity policies 
Define materials restrictions 
Define basic production process 
Define necessary infrastructure 
… 
1.2. Define materials strategy 
Define materials needed for production 
Create procurement control plan 
… 
1.3. Define quality strategy 
Define quality targets 
Define quality control processes 
… 
1.4. Define cost strategy 
Determine production costs 
… 
2. Market management 
2.1. Forecast management 
Forecast market demand 
Forecast customer demand 
Monitor irregular activity 
Evaluate forecasts 
Redefine forecasts 
… 
2.2. Product management 
Determine stock based on forecasts 
… 
3. Production management 3.1. Materials management 
Secure supplies  
Inventory of raw materials 
… 
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3.2. Production plan management 
Create a production plan 
Check and optimize production plan 
Configuration of production units 
Schedule production of orders 
Schedule necessary production unit maintenance 
… 
3.3. Production process management 
Execute production plan 
Report production problems 
Execute maintenance 
Report maintenance problems 
Reproduction of defective products 
Monitor production process 
Evaluate performance of production process 
Optimize production process 
… 
3.4. Product quality management 
Configuration of maintenance equipment 
Product sample management 
Product quality check 
Record results 
Deviation analysis 
Study reasons for deviation 
… 
3.5. Lot management 
Develop lot numbering system 
… 
3.6. Document management 
Manage production documents 
Manage quality documents 
… 
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The Production process area includes all the processes that are used to convert raw 
materials into finished products. 
All frameworks used as reference for this proposal follow the same basic Production 
processes and they present them in chronological order.  
After studying every group and process that PCF, Oracle and SCOR propose, we came 
to the conclusion that there are three main process groups in the Production process 
area, which are: (1) production strategy, (2) market management and (3) production 
management. More precisely: 
i. Production strategy 
The first process group helps the enterprise to develop and define which strategies 
will be followed for the Production function, regarding production, materials, cost 
and quality management. 
Both frameworks we studied include similar processes. However, Oracle is very 
concise regarding the strategy processes apart from the ones about production 
costs. 
ii. Market management 
The second group of processes helps the enterprise understand the market and the 
product demand. It includes mainly processes about forecasting demand, in order to 
adjust the production accordingly 
PCF is the only framework that proposes processes for market management in 
detail. SCOR also includes some processes for forecasting. Oracle doesn’t have any 
processes for thit purpose. 
iii. Production management 
The third group of processes helps the enterprise to manage the production, as it 
includes processes about materials, production plan, production process, product 
quality, product numbering and managing production-related documents.  
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These processes are included in more than one process groups in all of the 
frameworks we studied.  owever, Oracle doesn’t propose any lot numbering 
processes, as well as processes about document management.  
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6.6. Logistics 
The proposal for this area was developed using the PCF, Oracle and SCOR 
frameworks as reference models. The frameworks were selected based on their 
categorization and their structure. The proposed framework is presented in Table 19.  
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Table 19: Logistics business process framework - a proposal 
Process group Process sub-groups Proposed processes 
1. Logistics strategy 
1.1. Define incoming product strategy 
Define incoming product policies 
Create financial plan for incoming products 
Define incoming products performance metrics 
… 
1.2. Define delivery strategy 
Define delivery policies 
Define delivery performance metrics 
Create financial plan for deliveries 
Define return policies 
… 
2. Logistics management 2.1. Logistics network/plan management 
Design logistics network/plan 
Outsourcing 
Improve network/plan 
Optimize costs 
… 
3. Incoming product management 
3.1. Incoming materials management 
Incoming materials transportation 
Evaluate incoming materials management performance 
… 
3.2. Returns management 
Accept returned products 
Check returned products 
Repair returned products 
Return fixed product to customer 
Return fixed product to storage 
… 
3.3. Product storage Inventory 
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Check products 
Store products 
Check stock 
Sort products 
Pack products 
Manage inbound deliveries 
… 
4. Delivery management 4.1. Manage transportation fleet 
Check deliveries 
Place product on the means of transport 
Define delivery schedule/routes 
Delivery document management 
… 
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The Logistics process area includes all the necessary processes responsible for 
acquiring, storing, transporting and delivering the products. 
Once again, PCF and Oracle present the processes in chronological order, whilst 
  O  doesn’t. What is more, since SCOR is a supply chain management framework, it 
is very detailed as far as this process area is concerned.  
After studying every group and process that these frameworks propose, we came to 
the conclusion that there are four main process groups in the Logistics process area, 
which are: (1) logistics strategy, (2) logistics management, (3) incoming product 
management and (4) delivery management. More precisely: 
i. Logistics strategy 
The first process group helps the enterprise to develop and define which strategies 
will be followed for the Logistics function. 
All the frameworks we studied, apart from Oracle include similar processes. 
ii. Logistics management 
The second group of processes helps the enterprise plan the logistics network, with 
processes regarding network designing, outsourcing and optimizing the costs. 
PCF and SCOR are the two reference frameworks that include such processes. 
iii. Incoming product management 
The third group of processes helps the enterprise manage the products that are 
received, whether these are raw materials or returned products. This group includes 
processes regarding transporting and storing those products and checking the 
available stock. Moreover, repairing returned products and delivering them again to 
the customer or storing them is also a part of this section. 
These processes are included in more than one process groups in PCF and SCOR. 
Oracle only includes two processes about returns management and one process that 
is stock-related. 
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iv. Delivery management 
The last group of processes is designed to help enterprises manage their 
transportation fleet.  
These processes can be found in all three of the frameworks, described in detail. 
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6.7. Customer Service 
The proposal for this area was developed using the PCF, Oracle, eTOM and COBIT 
frameworks as reference models. The frameworks were selected based on their 
categorization and their structure. The proposed framework is presented in Table 20.  
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Table 20: Customer Service business process framework - a proposal 
Process group Process sub-groups Proposed processes 
1. Customer Service strategy 
1.1. Define Human Resources strategy 
Define necessary skills for customer service 
Define necessary resources for customer service 
Define customer service policies, procedures and rules 
… 
1.2. Define warranty strategy 
Define warranty policies (general) 
Define warranty policies for every product 
Define warranty responsibilities of the supplier 
… 
1.3. Define maintenance strategy 
Define necessary resources for maintenance 
… 
1.4. Define recalls strategy 
Define recalls policies 
… 
1.5. Define customer strategy 
Define customer satisfaction metrics 
… 
2. Customer Service management 
2.1. Human Resources Management 
Forecast customer service demand 
Schedule human resources based on forecast 
Check human resources utilisation 
Check customer communication with business representatives 
Evaluate communications performance 
… 
2.2. Customer problems/requests 
management 
Accept request 
Forward request to responsible employee 
Check for solution 
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Give an answer to the customer 
Offer alternative service (free) 
Offer alternative service (charge) 
… 
2.3. Customer complaints management 
Accept complaint 
Forward complaint to responsible employee 
Check for solution 
Give an answer to the customer 
Analyse complaints 
Improve services 
… 
2.4. Returns management 
Authorise return 
Process return 
… 
3. Product service management 
3.1. Warranty management 
Check warranty 
Accept warranty 
Define the problem of the product 
Schedule product testing 
Receive defective product 
Authorise customer refund 
Close request 
Check false requests/claims 
… 
3.2. Supplier management 
Recover cost from supplier 
… 
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3.3. Product maintenance 
Process customer request 
Create a maintenance order 
Check maintenance resources 
Create a daily maintenance schedule 
… 
4. Product recalls management 
 
Start recall 
Assess potential risks 
Manage communication for recalls 
Submit recall reports/documents 
Check recall effectiveness 
End recall 
Assess recall effectiveness 
… 
5. Customer management 
5.1. Customer communication management 
Authenticate customer 
Enter communication in the system 
Update communication 
End communication 
… 
5.2. Customer satisfaction management 
Get customer feedback 
Analyse customer data 
Search opportunities for improvement 
Forward results to departments concerned 
… 
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 The Customer Service process area consists of all the processes that ensure 
customer satisfaction.  
Like before, PCF and Oracle present the processes in chronological order, whilst 
eTOM and  O IT don’t. Again, eTOM includes processes that are 
telecommunications-specific. 
After studying every group and process that these frameworks propose, we came to 
the conclusion that there are five main process groups in the Customer Service 
process area, which are: (1) customer service strategy, (2) customer service 
management, (3) product service management , (4) product recalls management and 
(5) customer management. More precisely: 
i. Customer service strategy 
The first process group helps the enterprise to develop and define which strategies 
will be followed for the Customer Service function.  
PCF and eTOM are very detailed regarding these processes. COBIT has some quality 
related processes that help the enterprise define its strategy. Oracle doesn’t propose 
such processes. 
ii. Customer service management 
The second group of processes contains all the processes related to Customer 
Service personnel management, customer problems and complaints management 
and returns management.  
There are more than one process categories in PCF, eTOM and COBIT with such 
processes. Oracle focuses only on the returns management processes. 
iii. Product service management 
The third group of processes focuses on the service of the defective products 
purchased and returned by the customers. In this group there are processes included 
regarding warranty management, supplier management and product maintenance. 
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These processes are included in detail in PCF. eTOM refers specifically to 
telecommunications products. Likewise, COBIT refers to IT products service. Oracle 
doesn’t have any product service-related processes.  
iv. Product recalls management 
The fourth group of processes is designed to help enterprises with product recalls 
and it includes all the relevant processes.   
These processes can only be found in PCF in detail. The other frameworks don’t 
propose any process groups for this purpose. 
v. Customer management 
The last group of processes refers to the communication with customers. It includes 
processes about managing the communications and ensuring customer satisfaction 
by getting customer feedback and using it for improving the services offered. 
These processes can be found in detail in eTOM, but PCF and COBIT also include such 
processes.  
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6.8. Human Resources 
The proposal for this area, which is the only proposal developed for a support 
process area, has a slightly different structure compared to the previous ones. It was 
developed using the IMM, PCF, eTOM, COBIT, HCBRM, Software AG, Signavio, Oracle 
and SCOR frameworks as reference models. The frameworks were selected based on 
their categorization and their structure. Table 21 shows the proposed process 
categories, briefly describing each of them, as well as the respective categories of 
the frameworks that were used as a reference.  
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Table 21: Human Resources business process framework - a proposal 
Proposed framework Based on 
Process group Description Name Reference category 
1.HR Strategy and 
Structure 
Company structure and 
policy-oriented 
processes 
PCF 7.1. Develop and manage human resources planning, policies, and strategies 
SCOR sE4.1. Identify skills/ resource requirement 
SAP 3. Organizational Data Management 
eTOM 
2. Organization Development 
3. Workforce Strategy 
COBIT APO07.01. Acquire and maintain adequate and appropriate staffing 
Signavio Employee Recruitment 
HCBRM A1. Agency HC Strategy, Policies and Operation Plan 
Oracle 3. Development 
2.Workforce 
Management 
Permanent and 
temporary personnel 
management 
PCF 
7.2. Recruit, source, and select employees 
7.6. Redeploy and retire employees 
SCOR 
sE4.2. Identify available skills/ resources 
sE4.3. Match skills/ resources 
sE4.4. Determine hiring/ redeployment 
SAP 
1. HR Administration 
3. Organizational Data Management 
4. Global Mobility 
5. Contingent Workforce Management 
IMM Approach 
1. Recruit 
4. Dismiss 
eTOM 1. HR Policies & Practices 
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Proposed framework Based on 
Process group Description Name Reference category 
COBIT 
APO07.01. Acquire and maintain adequate and appropriate staffing 
APO07.02. Identify key IT personnel 
APO07.03. Maintain skills and competencies of personnel 
APO07.06. Manage contract staff 
HCBRM 
A2. Talent Acquisition 
Α6. Separation and Retirement 
Software AG 1. New Employee Recruitment 
Signavio Employee Recruitment 
Oracle 
1. Recruiting 
2. Deployment 
3.Workforce 
Development 
Personnel training and 
evaluation processes 
PCF 7.3. Manage employee on boarding, development, and training 
SAP 1. HR Administration 
SCOR 
sE4.5. Determine training/ education 
sE4.6. Approve, prioritize and launch 
IMM Approach 2. Train 
eTOM 4. Workforce Development 
COBIT 
APO07.02. Identify key IT personnel 
APO07.03. Maintain skills and competencies of personnel 
APO07.04. Assess and recognize/ reward employee job performance 
HCBRM 
A2. Talent Acquisition 
A3. Talent Development 
A4. Employee Performance Management 
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Proposed framework Based on 
Process group Description Name Reference category 
A10. Agency Human Capital Evaluation 
Software AG 
2. Employee Onboarding 
3. Performance Management 
Signavio Employee Development 
Oracle 3. Development 
4.Payment and 
Rewards 
Time management, 
employee schedules and 
payroll management 
processes 
PCF 
7.5. Reward and retain employees 
7.7. Manage employee information and analytics 
SAP 
1. HR Administration 
2. Time & Attendance Management 
6. Integration 
IMM Approach 3. Pay 
eTOM 1. HR Policies & Practices 
COBIT 
APO07.01. Acquire and maintain adequate and appropriate staffing 
APO07.04. Assess and recognize/ reward employee job performance 
HCBRM A4. Employee Performance Management 
Signavio Payroll Accounting 
Oracle 
2. Deployment 
4. Reward 
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The proposed framework includes four process categories, which are: (1) HR strategy 
and structure, (2) workforce management, (3) workforce development and (4) 
payment and rewards. More precisely: 
i. HR Strategy and Structure  
The first category of processes helps the company establish its HR strategies and 
policies. It includes processes concerning everything between job descriptions and 
requirements, payroll policies, training and evaluation programs to general strategy 
models and objectives. 
This category can be found in PCF, SCOR, SAP, HCBRM, Signavio and Oracle 
frameworks. As far as eTOM is concerned, there are two categories that include the 
processes mentioned above, whereas COBIT includes all those processes in a 
different category. These processes are not mentioned in the IMM Approach and 
 oftware  G’s framework. 
ii. Workforce Management  
The second category refers to personnel management, permanent as well as 
temporary. It includes the recruitment process, like posting job requisitions, 
interviewing candidates, hiring personnel, promoting and relocating employees, 
managing retirements and dismissals. Furthermore, it includes processes about 
maintaining records and personal data and information of the employees regarding 
their skills and experience.  
The Software AG and eTOM frameworks include a distinct category that includes all 
of the above. The rest of the frameworks have between two and four categories of 
similar processes. 
iii. Workforce Development  
The third category includes processes regarding the employee training programs and 
the evaluation that follows. 
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All of the frameworks we studies in the previous chapter of the thesis include a 
separate category of processes that refer to the development of the personnel. 
Some of them take only the training into consideration, like SAP and SCOR, whereas 
others include also the evaluation, like PCF and Signavio. In COBIT and HCBRM these 
kind of processes are included in more than one categories.  
iv. Payment and Rewards  
In the last category of processes refers to managing the payments. Processes related 
to employee payroll, bonus, benefits and compensations can be found here. What is 
more, there are also processes regarding time management of the employees, 
namely the working hours, schedules and leaves. 
All of the frameworks studied include one or more categories with processes related 
to personnel payments, with the exception of Software  G’s framework and   O .  
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7. The consolut case 
7.1. Introduction 
As a gold SAP partner, consolut is a consultancy company that offers SAP solutions. It 
was founded in 1998 in Germany and now it has offices in Switzerland, Germany, US 
and as of 2018 in Greece, having 180 companies as customers (Karolidou, 2018). 
With 20 years of experience in consulting companies that have more than 2.000 
employees and more than € 100 million revenue, consolut has developed its’ own 
business process model. With this model consolut has been able to understand the 
processes that take place within the companies, optimize them and offer the best 
solution possible to each customer.  
    also has developed a business process model of its’ own, the one we have 
already discussed, presented and studied in the previous Chapters of the thesis. 
What is more, they have mapped the processes that the companies need in order to 
operate and this documentation is offered online30.  
For the purpose of this case study, consolut provided us with two of their Financial 
Accounting processes that are modeled with their business process model. Since the 
company is a SAP partner, it makes sense to find the SAP processes that align with 
theirs and compare the two. The aim of this study is to find their similarities and 
differences and later decide if consolut’s processes need to be adjusted, so that they 
are more efficient and easily maintainable.  
  
                                                     
30
 https://rapid.sap.com (Accessed 26 August 2019) 
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7.2. Business Process Models comparison 
The first step is to compare the graphical representation of the processes in the two 
business process models. They have some similarities regarding the structure and 
the notations, as they both use swimlanes, pools, processes, subroutines, events and 
decision nodes.  
The main difference between the two models is that the SAP graphs are similar to 
Business Process Model and Notation (BPMN) graphs whereas consolut’s notation is 
more similar to Event Driven Process Chain (EPC). In general, the SAP model seems 
to be more structured than the consolut one, as for instance it clearly shows the 
start and the end events of the process, whilst the consolut model doesn’t. What is 
more, SAP offers an explanation of the sub-routines, below the main process, while 
consolut doesn’t show the steps of the sub-routines.  
Since both models show processes that take place in the SAP software, knowledge of 
the SAP environment is required. If someone is not familiar with the SAP system, it is 
very difficult to understand the process flow and all the objects and files that are 
being created during the processes.  
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7.3. Business Processes comparison 
7.3.1. Vendor Invoice to Pay (I2P) 
The first consolut process we will study, as shown in the Figure 183, is the Vendor 
Invoice to Pay (I2P). This process shows every step of the payment, starting from the 
moment an invoice is received, until the payment is cleared.  
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Figure 183: Vendor Invoice to Pay (I2P) process by consolut (consolut, 2019) 
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By searching the SAP Finance processes, as presented at rapid.sap.com, the SAP 
process that is similar to the first consolut process is the Accounts Payable (J60)31, as 
presented in Figure 184. The main process is shown in Figure 185 and the sub-
processes in Figure 186.  
 
Figure 184: Accounts Payable (J60) process by SAP (SAP, 2019) 
  
                                                     
31
https://rapid.sap.com/bp/#/browse/scopeitems/J60 (Accessed 4 June 2019) 
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Figure 185: The main process flow diagram for Accounts Payable (J60) by SAP (SAP, 2019) 
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Figure 186: The sub-processes of the Accounts Payable (J60) process (SAP, 2019) 
As we can see in Figure 183, consolut’s process starts by defining if the received 
invoice is purchase order (PO) based or not. Then, the payment is being sorted into 
the following three categories: (1) periodic payment to vendors, (2) manual check-
payment and (3) other manual payment methods to vendor, all of which lead to a 
number of steps regarding the actual steps of the payment, such as the upload of the 
various necessary bank files. Finally, the next steps refer to the reporting that is 
being conducted after the payment, followed by the SAP files that are being created. 
On the other hand, the SAP process begins by sorting the received invoice into four 
different categories, which are: (1) one-time-supplier to be paid, (2) logistics invoice 
to be paid, (3) new invoice to be entered and (4) mass upload. In the categories (1) 
and (3) it is also determined if the invoice is linked to a purchase order. After that, 
SAP sorts the payment respectively into four categories, which are: (1) mass 
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payments, (2) single payment, (3) online payment and (4) online payment (manual), 
all of which, besides the option (2), are sub-processes. Then, the payment approval 
and the cash operations take place. The latter is a separate process in SAP32, the 
main process of which is shown in Figure 187, and it includes steps regarding the 
bank transfers and payments. 
                                                     
32
 https://rapid.sap.com/bp/#/browse/scopeitems/J78 (Accessed 4 June 2019) 
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Figure 187: The main process flow diagram for Advanced Cash Operations (J78) by SAP (SAP, 2019) 
There are a number of similarities between the two processes that we studied. First 
of all, the processes share the same purpose, starting from the moment an invoice is 
received until the reporting after the payment has been conducted. The basic steps 
of the processes are to the same, such as the categorization of the invoices, the fact 
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that both processes include the basic payment methods and the periodic activities 
that follow every payment. Both processes include steps for invoice resetting, 
vendor down payments and reporting. 
The two processes are different in a number of respects. First of all, the consolut 
process involves both the Purchasing and the Accounts Payable department whereas 
the main SAP process takes place only within the Accounts Payable department. In 
some of the SAP sub-routines the Cash Management department is also involved. 
Another important difference is that the SAP process is more detailed than the 
consolut one, as it includes more steps and tasks. It also includes the process flow of 
the sub-processes, as it was mentioned before, many of which are for payment 
preparation purposes. SAP also has a more detailed payment run, for instance steps 
and sub-processes for online payments. 
Another difference is that since consolut adjusts each process to the customer's 
needs, they list points and include steps that might not be important when studying 
the process from a general perspective, like SAP does. For instance, this particular 
process that we study is Germany and US-specific, as many of the steps, as well as 
payment methods shown are specifically for these countries, an important feature 
for this customer since they are active in these countries.  
What is more, consolut shows all the SAP files that are created by this process, 
something that we don’ see in the     process.  lso,     includes payment 
approvals, steps for resetting and reversing cleanings and some payment methods 
that consolut doesn’t. 
Last but not least, if we take a look at the process IDs that consolut is using, we can 
see that they are not similar to the SAP ones. They are system-oriented, as they refer 
to a specific consolut’s tool where they use their own process and process-step 
definitions. 
In general, we can say that the consolut process includes the majority of the steps 
that SAP indicates are necessary to conduct the Vendor to Pay process. All the steps 
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and the sub-processes included seem to follow a logical order. However, it is concise 
compared to the SAP process, as it is customer-specific and includes important steps 
for this specific implementation. SAP is more detailed, complicated and contains 
more options, steps and sub-processes, as they present this process from a general 
point of view. 
7.3.2. Bill to Cash (B2C) 
The second consolut process we will study is the Bill to Cash (B2C), as shown in 
Figure 188. This process describes the steps for customer payments, incoming as 
well as outgoing. 
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Figure 188: Bill to Cash (B2C) process by consolut (consolut, 2019) 
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By searching the SAP Finance processes, as presented at rapid.sap.com, the SAP 
process that is similar to consolut’s process “ ill to  ash” is the  ccounts  eceivable 
(J59)33, as shown in Figure 189, Figure 190 and Figure 191.  
 
Figure 189: Accounts Receivable (J59) process by SAP (SAP, 2019) 
                                                     
33
https://rapid.sap.com/bp/#/browse/categories/sap_s%254hana/areas/on-
premise/packageversions/BP_OP_ENTPR/S4HANA/1809/DE/5/EN/scopeitems/J59 (Accessed May 7 
2019) 
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Figure 190: The main process flow diagram for Accounts Receivable (J59) by SAP   (SAP, 2019) 
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Figure 191: The subprocesses of the Accounts Receivable (J59) process (SAP, 2019) 
The two processes share the same scope, as both process flows show the payments 
from the customers to the company. What is more, both SAP and consolut include 
steps for reporting in their process. 
As seen in Figure 188, consolut’s process starts by defining the type of the invoice. 
There are three types, which are: (1) manual invoice needs to be posted, (2) invoice 
created by twice daily batch job and (3) Invoice created via Intercompany Stock 
Transfer Order. All these categories are being followed by steps regarding the 
customer payments, or outgoing payments to customers, the collection of the 
payment and the reporting that follows. 
On the other hand, the SAP process begins by sorting the invoice to be paid into four 
different categories, which are: (1) one-time-supplier to be paid, (2) logistic invoice 
to be paid, (3) new invoice to be entered and (4) mass upload. After that, there are 
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steps fro the payment preparation, the actual payment, the approval and finally the 
periodic activities that follow. 
There are a number of differences between the two processes. First of all, the SAP 
process is again more detailed consolut’s. It includes extra steps for payment 
preparation, as well as for reversing and resetting the items created in case of 
incorrect postings, something that we don’t see in the consolut process. What is 
more, the main SAP process involves only the Accounts Receivables department, 
whereas the consolut one involves both the Accounts Receivables and the Sales 
department. 
An important difference between the two processes is that the consolut one 
includes steps for outgoing payments to customers as well as intercompany stock 
transfers, two cases that are not represented in the SAP Accounts Receivable (J59) 
process.  
There is a SAP process presented at rapid.sap.com, concerning the creation of debit 
memo request for the customer. This is the Debit Memo Processing (1F1)34 process, 
as shown in Figure 192 and Figure 193, which starts with the creation of the debit 
memo and ends with the Accounts Receivable (J59) process. This suggests that the 
latter process is also used for outgoing payments to customers. 
                                                     
34
https://rapid.sap.com/bp/#/browse/categories/sap_s%254hana/areas/on-
premise/packageversions/BP_OP_ENTPR/S4HANA/1809/DE/5/EN/scopeitems/1F1 (Accessed May 7 
2019) 
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Figure 192: Debit Memo Processing (1F1) process by SAP  (SAP, 2019) 
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Figure 193: The process flow diagram for the Debit Memo Processing (1F1) by SAP   (SAP, 2019) 
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In general, this consolut process could be described as concise compared to the SAP 
one, as it involves less steps and sub-processes. Like in the Vendor Invoice to Pay 
process, all the steps and the sub-processes included seem to follow a logical order. 
We should note once again that consolut’s process is customer-specific and includes 
all the important steps for a specific implementation-project while SAP is more 
detailed and contains more options, steps and sub-processes, as they present this 
process from a general point of view. 
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7.4. Suggestions for future implementations 
This comparison has shown that generally the model used for business process 
mapping by consolut has a lot of significant differences with the one used by SAP.  
There is a list of adjustments that consolut can make in order to keep a more easily 
maintainable model. First of all, there are some SAP steps that could prove to be 
useful in a project for SAP implementation, for instance the steps about resetting 
and reversing items created by incorrect postings. The only consolut process that 
includes such steps is the Invoice to Pay, for verifying and deleting an invoice. This 
could be something useful to include also in the rest of their processes. 
What is more, as we already discussed, SAP uses a different categorization for the 
payment options. A suggestion for consolut would be to consider following the same 
categorization, as this way it would be easier to use the SAP model as a reference for 
future implementations. 
Last but not least, consolut involves more departments than SAP in a process. For 
example, in the Bill to Cash process consolut involves both the Accounts Receivables 
and the Sales department, whilst SAP involves only the first one. Considering limiting 
the number of the departments, where possible, will make the maintenance of the 
process easier and reduce the cost. However, this is not always applicable, as limiting 
the departments could make the process incorrect. Further investigation and 
experimentation is needed for each implementation separately, to establish whether 
it is possible to run the process in fewer departments. 
It should be noted that the suggestions are from a general perspective. The major 
limitation of this study is the fact that consolut adjusts their model for each 
customer, based on their needs, while SAP keeps a general point of view. More 
research on this topic needs to be undertaken by consolut before deciding to follow 
these suggestions.  
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8. Conclusions and future work 
The main goal of this study was to determine which business processes exist in an 
enterprise and understand the way the latter is structured by studying each process 
area separately. This study has shown that many business process frameworks have 
been developed in order to be used as reference models for business process 
mapping.  
As expected, this study has found that there are many differences between the 
frameworks; depending on their main area of focus (e.g. eTOM is developed for the 
telecommunications industry) and their reason for existence (e.g. PCF is used as a 
performance indicator whilst    ’s framework is focused on the respective 
software). Apart from the findings we mentioned at the end of each chapter, the 
most interesting finding was that while the business process frameworks we studied 
appeared to have many differences between them in the core process areas, they 
had a similar structure in the support process areas. This leads us to believe that in 
many cases the boundaries of the core process areas are not as clear as the support 
ones. 
Another significant finding that emerged from this study is that according to the 
business process hierarchy that was presented in the literature review, most of the 
frameworks analyze the high-level and the mid-level of the processes. The only 
frameworks that move on to analyze the procedures, tasks and steps of the 
processes are the ones that were developed based on a specific software, for 
example Oracle and SAP. The rest of the frameworks leave this up to the enterprises 
that choose to use them. 
In general, many business process frameworks have been developed as management 
tools, with different structure and purpose. We demonstrated how they can be used 
as reference for an enterprise’s business process mapping. The business process 
framework that should be used differs from case to case, depending on the 
enterprise’s business needs and the reason for attempting the business process 
mapping.  s we’ve seen in the sixth chapter, where a business process framework is 
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developed, using a combination of frameworks as reference models can also prove 
to be useful, as it will provide the enterprise with different points of view on the 
same topic. The proposals of this thesis should be interpreted and used for 
implementations with caution, as not all enterprises have the same needs, 
something that is also confirmed by the consolut case study. 
A future study that proposes a business process framework for the rest of the 
process areas, like the one we presented in Chapter 6, would be very interesting. 
What is more, a natural progression of this proposal would be to include lower levels 
of business process analysis than the ones we studied.  
Moreover, further research might explore the costs of using such business process 
frameworks. This could produce interesting findings that would be useful for the 
enterprises that consider mapping their business processes. 
This research can serve as a base for future business process frameworks studies. 
Although the study has successfully demonstrated that business process frameworks 
are a powerful and a valuable manager’s tool and they can prove to be essential for 
an enterprise’s development, it has certain limitations in terms of the number of the 
existing business process frameworks studied. This leads us to another possible area 
of future research, which would be to enrich the theoretical base we provided in this 
thesis by searching and analyzing more business process frameworks.   
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